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Purpose

Enclosed is the State of New Hampshire’s (the State) application to the FCC to renew its
Telecommunications Relay Service (TRS) program for the five year period that begins
July 1, 2008 and ends June 30, 2013. Pursuant to the FCC’s instructions, this application
is intended to show that the State meets or exceeds the FCC’s minimum standard
requirements for TRS, as defined in 47 C.F.R. section 64.604. 47 C.F.R. section 64.604,
Mandatory Minimum Standards, is included in Appendix A.

Sprint-Prepared Information

Sprint Relay (Sprint), the State’s franchised TRS provider, has contributed significantly
to the content in this application. As it has with other states where it is the TRS provider
and as it has done with prior filings, Sprint provided New Hampshire with its
“boilerplate” application, which can be modified where appropriate to fit a state’s
specific circumstances. The State made extensive use of this boilerplate to prepare its
filing. In those sections of this application where it applies, the State has identified
Sprint as the source of the information.

Sprint has provided New Hampshire with an attestation that the information it has
provided for this application is true and accurate to the best of its knowledge. Sprint’s
attestation is shown in Appendix V.



Sprint Relay Operational Standards®
A.1 Communication Assistants

864.604 (a)(1) (i) TRS Providers are responsible for requiring that all CAs be
sufficiently trained to effectively meet the specialized communication needs of
individuals with hearing and speech disabilities

CA Employment Standards

Sprint has established a successful procedure to attract qualified applicants for TRS CA
positions. The first step in the CA’s hiring practice is a validated test that screens for
typing, language skills, and other skills related to the CA position. When an applicant
passes the test, a Human Resources representative screens the applicant over the phone or
in person, for oral communication skills and work availability. If the applicant passes
this step, he/she is interviewed in person by an Operations Supervisor for specific job
dimensions that relate to the success of a CA. If the supervisor recommends the applicant
for employment, the applicant undergoes a drug screen and security/reference check. This
process ensures that only qualified applicants are hired to work at a relay center.

Sprint Internet Relay CAs follow the same employment and training standards as TRS
CAs. In addition, Sprint provides an enhanced VCO service called Captioned Telephone
(CapTel) Services. Sprint requires that all CapTel CAs have a high school graduate
equivalency as a minimum qualification for the job.

All Sprint Video Relay Service (VRS) Interpreters are qualified and adhere to the
Registry of Interpreters for the Deaf (RID) Code of Professional Conduct. For more
information about VRS interpreter qualifications and training expectations see Appendix
B.

864.604 (a)(1)(ii) CAs must have competent skills in typing, grammar, spelling,
interpretation of typewritten ASL, and familiarity with hearing and speech disability
cultures, languages and etiquette. CAs must possess clear and articulate voice
communications.

Communication Assistants Training Program

Sprint trainers use adult learning theories; training is adapted to each participant’s
learning modality; incorporating lecture, visual graphics, flow charts, videos, role
playing, and hands-on call training to stimulate the CA’s ability to learn.

New hires receive training in deaf culture, ASL translation, the needs of non-signing deaf
individuals, and sensitivity to the needs of persons with hearing and speech disabilities by
a qualified person who, if not deaf or hard-of-hearing, possesses extensive knowledge in
this area. During initial training, a CA is trained and evaluated on how to accurately

! Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s
application to the FCC to renew its TRS program.



reflect the TTY user’s communication and on his or her role in the relay process. CAs'
performance based skills such as grammar; spelling and oral communication abilities are
evaluated. Sprint works closely with local deaf and hard-of-hearing communities to
identify knowledgeable presenters to assist with the training. Sprint utilizes videos, role
playing, group activities and discussion groups to educate employees on the different
needs of their customers to ensure sensitivity towards customers.

Additionally, applicants are given written and hands-on evaluations to demonstrate their
ability to spell and type accurately, process a call using live training terminals, and role-
play in varying levels of ASL. CAs also receive extensive training on how to improve
their interpersonal skills so that they can work effectively with difficult and stressful
situations that may arise during their employment. These training mandates and skill
expectations also apply to Sprint IP CAs and VRS interpreters where appropriate. Please
review the Sprint TRS, Speech-to-Speech (STS), CapTel and Video Relay Service (VRS)
Training outlines in Appendix B.

A team of ASL-fluent Sprint employees developed the ASL Training workbooks that are
utilized by CAs for ongoing training. These workbooks have been designed to provide
supplemental training and to assist CAs toward the mastery of ASL translation on relay
calls.

Captioning Assistants Training Program

CapTel CA training includes comprehensive training on the CapTel Service Workstation
equipment and other instruction, including experience handling live calls. All
prospective CAs are required to meet all of the CT1 standards for becoming a production
CA. These standards include the ability to consistently meet call handling skills such as
WPM averages, accuracy averages, as well as attendance and attitude standards as set by
CapTel management. At any time, if a prospective CA does not demonstrate the ability
to achieve the expected standards they may be removed from the training group and
terminated. See Appendix B.

All CapTel CAs are tested for competency in typing, grammar, and spelling to ensure
skills meet the FCC Guidelines. CapTel CA training provides familiarity with hearing,
deaf, and Speech-Disabled cultures. A captioned telephone user does not type while
making a call, therefore there is never an opportunity for the CA to have to interpret
typewritten ASL.

CapTel CAs must follow certain guidelines while supporting calls. Below is a list of
these guidelines.

1.1  The CA shall be trained to caption the words spoken by the hearing party
as accurately as reasonably possible, without intervening in the
communications. The CA is permitted to provide background noise
identification.

1.2 The CA shall not maintain any records of conversation content and shall
keep the existence and content of all calls confidential.



1.3  The CA shall be required to meet the FCC standards for TRS minimum
transcription speed.

1.4 The CA shall not limit the length of a call and shall stay with the call for a
minimum of ten minutes when answering and placing a call.

1.5  The CA shall pass along a CapTel caller’s Automatic Number
Identification (ANI) to the local Public Service Answering Point (PSAP) if
the caller disconnects before being connected to emergency services.

1.6 Personnel supporting CapTel will have the requisite experience, expertise,
skills, knowledge and training and education to perform CapTel Services
in a professional manner.

Please review the Sprint TRS, STS, CapTel and Video Relay Service (VRS) Training
outlines in Appendix B for more information on CA training requirements.

CA Quality Assurance Programs

Monthly Surveys

Sprint Relay conducts monthly surveys and formal reviews to monitor and evaluate the
continuing training for Sprint Relay TRS CAs as well as Sprint IP CAs. The survey
process used is a product of a task force comprised of management staff. It evaluates all
areas of work performance, personal effectiveness and attendance. The survey process
goals are to respond to customer feedback and provide the CA with clearly defined and
objective performance measures. Two surveys are completed on each CA every month
and include areas such as Typing Accuracy, Spelling, Conversational English/ASL
Translation, Clarity / Enunciation, Caller Control, and Etiquette/Composure.

Quality Assurance Test Calls

To ensure that all CAs are focused on FCC requirements and state contractual
commitments, Sprint centers and or an independent third party quality testing firm has
been retained by Sprint to perform a total of 700 test calls. Results are provided on a
quarterly basis. Feedback and appropriate guiding performance measures for specific
components are addressed with each CA.

Sprint Relay also conducts test calls to ensure CapTel quality at least once a quarter, but
often conducts monthly tests of 100 test calls on CapTel.

Relay Program Management and Trainer Test Calls

Additionally, the Operations department and members of the Relay Program
Management Team identify areas of concern based on customer feedback, state feedback,
individual survey results and customer contacts. Approximately 300 test calls per month
are conducted focusing on the identified monthly call-processing topic. Results are
compiled and shared with Operations’ management. Based on the results, the trainers and



management determine if refresher training is required and what method will be used for
delivery.

Sprint Relay and the Relay Program Management team also perform test calls for CapTel
CAs.

864.604 (a)(1)(iif) CAs must provide a typing speed of a minimum of 60 words per
minute. Technological aids may be used to reach the required typing speed. Providers
must give oral-to-type tests of CA speed.

Transmission of 60 WPM

All Sprint Relay CAs type a minimum of 60 words per minute (WPM). Sprint Relay
utilizes an oral-to-type test that simulates actual working conditions. CAs are tested on an
ongoing basis to ensure that a 60 WPM performance requirement is maintained. During
this test, Sprint Relay does not use technology-aided transmission to ensure the typing
speed. The most recent test results were an overall 82.5 WPM with 97% accuracy for all
call centers. The scores for each CA are the actual words per minute that are typed. This
applies to Sprint IP and IP wireless relay CAs as well.

Sprint Relay utilizes technological aides during relaying such as pre-programmed macros
and auto-correcting software, along with the CA’s natural skill, to provide optimal
service.

CapTel’s voice recognition technology transmits above 100 WPM. While oral to type
tests are waived as a result of this technology, oral to text tests are given to all CapTel
CAs.

864.604 (a)(1)(iv) TRS providers are responsible for requiring that VRS CAs are
qualified interpreters. A “qualified interpreter” is able to interpret effectively,
accurately, and impartially, both receptively and expressively, using any necessary
specialized vocabulary.

Qualified VRS interpreters

All Sprint Video Relay (VRS) Interpreters are qualified and adhere to the Registry of
Interpreters for the Deaf (RID) Code of Professional Conduct. For more information
about VRS interpreter qualifications and training expectations, see Appendix B.

864.604 (a)(1) (v) CAs answering and placing a TTY-based TRS or VRS call must stay
with the call for a minimum of ten minutes. CAs answering and placing an STS call
must stay with

the call for a minimum of fifteen minutes.

In-Call Replacement of CAs



Sprint Relay requires all CAs, including Sprint IP and IP Wireless CAs, and VRS
interpreters, also known as video interpreters (VIs), to stay on the call for a minimum of
10 minutes, with the exception of Speech-to-Speech (STS) CAs, who must stay on the
call for a minimum of 15 minutes. This is included in the CA training matrix under
Appendix B, Module 4l, and the Video Relay Service Training Outline and
Qualifications. CapTel CAs also stay on all calls for a minimum of 10 minutes.

864.604 (a)(1)(vi) TRS providers must make best efforts to accommodate a TRS user's
requested CA gender when a call is initiated and, if a transfer occurs, at the time the
call is transferred to another CA.

When a Sprint relay user requests a CA of the opposite gender of the CA who initially
receives the call, the relay user is switched to an appropriate CA as soon as one becomes
available. If a change of CA is necessary during the call, every attempt will be made to
accommodate the previous gender request. When a Sprint VRS and Sprint IP or IP
Wireless user requests a specific gender, every attempt will be made to honor the request.
If a change of VIs is necessary during the call, every attempt will be made to
accommaodate the previous gender request.

CapTel CAs are waived from this requirement. See Appendix K.

864.604(a)(1)(vii) TRS shall transmit conversations between TTY and voice callers in
real time.

Sprint CAs transmit and relay all conversations between the caller and the called parties
in real time.

CapTel is a transparent service. CAs transmit audio and captioned text conversations
from the voice caller to the CapTel user in real time. Since the CapTel user utilizes their
own voice to transmit, no transmission occurs from the CA to the voice caller.



A.2 Confidentiality and Conversation Context

864.604 (2)(i) Except as authorized by section 705 of the Communications Act, 47
U.S.C. 605, CAs are prohibited from disclosing the content of any relayed conversation
regardless of content, and with a limited exception for STS CAs, from keeping records
of the content of any conversation beyond the duration of a call, even if to do so would
be inconsistent with state or local law. STS CAs may retain information from a
particular call in order to facilitate the completion of consecutive calls, at the request
of the user. The caller may request the STS CA to retain such information, or the CA
may ask the caller if he wants the CA to repeat the same information during
subsequent calls. The CA may retain the information only for as long as it takes to
complete the subsequent calls.

Confidentiality Policies and Procedures

Sprint Relay believes that measures to ensure confidentiality are crucial to the success of
TRS, Sprint IP/IP Wireless and VRS operations and has implemented procedural and
environmental measures to safeguard customer and call information.

In accordance with the FCC regulations, all information provided for the call set-up,
including customer database records remain confidential and cannot be used for any other
purpose. Once the inbound party disconnects, CAs and video interpreters (VIs) lose the
ability to view or access any information pertaining to that call. No written or taped
information regarding the call is kept once the call is released from the Relay position.
Billing information is transferred to billing files after the call has been terminated and is
no longer available except for billing purposes.

The only exception to this policy relates to STS calls. Sprint STS Relay Agents may
retain information from one inbound call for use in a subsequent outbound call, with the
caller’s permission. Such information will only be retained for the duration of the
inbound call.

Sprint Relay’s confidentiality expectations are strictly enforced and employees are
expected to comply with this policy during and after their period of employment. Sprint
strictly enforces confidentiality policies in the Center, which include the following:

e Prospective CAs and VIs undergo a thorough background investigation and
screening.

e During initial training, CAs and VIs are presented with examples of potential
breaches of confidentiality.

e Stress can be a factor in maintaining confidentiality. CAs and VIs receive training
on healthy detachment.

e Breach of confidentiality will result in disciplinary action up to and including
termination of employment.

e CAs perform their work in cubicles that are bordered by high sound-absorption
acoustic tiles and wear special noise reducing headsets.

e All Sprint Relay Centers have security key access.

e Visitors are not allowed in Relay work areas.



e Supervisors are present in the work area to observe behavior.

e All Relay Center personnel are required to sign and abide by the Sprint Relay
Center’s Agreement Regarding Confidential Customer Information.

e All employees attend annual confidentiality meetings win this section the
confidentiality agreement is reviewed and re-signed.

Sprint Relay Center’s Agreement Regarding Confidential Customer Information requires
CAs and Vs to:

Keep all call information confidential.

Not edit or omit any content from the conversation.

Not add or interject anything into the content or spirit of the conversation.
Assure maximum user control.

Continuously improve their skills.

Please refer to Appendix C for the TRS Pledge of Confidentiality. This document is
similar to what is used for Sprint VRS interpreters and IP/IP Wireless CAs.

CapTel Captioners must comply with the same rules that TRS follows regarding
confidentiality. The CapTel confidentiality form is similar to TRS. Below is an
explanation of confidentiality as it pertains to Captel Captioners. A copy of the CapTel
confidentiality form signed by CapTel CAs can be found under Appendix C.

Information obtained during a CapTel call should not be shared with any person except a
member of the CapTel management staff who has asked for specific information. This
information may be needed to clarify technical, policy, emergency, venting, consumer, or
customer service issues. General call information will not be shared unless it is used to
clarify, vent, or teach. Information about call content should be discussed in a private
area only.

Only information critical to resolving the situation will be disclosed. This may include
consumer name, name of business/agency, gender of caller, type of call (voice in, CapTel
in), day of week, time of day, city, state, or any other details that could in some way
identify a consumer.

A Captionist may have problems, complaints or stress from handling the call. The
Captionist may ask to speak to a supervisor or other member of management (as long as
it wasn’t their call) in a private area.

The success of CapTel depends on quality and complete confidentiality. Since
consumers will be less likely to use the service if they feel their personal and professional
calls are not kept in the strictest confidence, all Captionists understand and abide by the
confidentiality policy. Any Captionist who breaks this policy will be disciplined, up to
and including termination.



STS Limited Exception of Retention of Information

At the request of a caller, Sprint Speech-to-Speech (STS) CAs will retain information
from a call in order to facilitate the completion of consecutive calls. No information is
kept after the inbound call is released from the CA position.

864.604 (2)(ii) CAs are prohibited from intentionally altering a relayed conversation
and, to the extent that it is not inconsistent with federal, state or local law regarding
use of telephone company facilities for illegal purposes, must relay all conversation
verbatim unless the relay user specifically requests summarization, or if the user
requests interpretation of an ASL call. An STS CA may facilitate the call of an STS
user with a speech disability so long as the CA does not interfere with the independence
of the user, the user maintains control of the conversation, and the user does not
object. Appropriate measures must be taken by relay providers to ensure that
confidentiality of VRS users is maintained.

Verbatim Relay and the Translation of ASL

Sprint Relay CAs type to the TTY user or verbalize to the non-TTY user exactly what is
said, verbatim, when the call is first answered, and at all times during the conversation,
unless either relay user specifically requests summarization or ASL interpretation.

At the request of the relay user, Sprint Relay CAs will translate written ASL into
conversational English. All Sprint Relay CAs are able to translate the typed languages of
relay users whose primary language may be ASL or whose written English language
skills are limited to conversational grammatically correct English. Training is provided
on various levels of English/ASL during the initial training, as well as throughout a CAs’
employment. In order to finish training successfully, the CA must demonstrate competent
skills to translate the calls as requested.

Sprint VRS interpreters, Sprint IP/IP Wireless CAs and CapTel CAs are prohibited from
intentionally altering a relayed conversation and will relay all conversation verbatim.

STS Facilitation of Communication

Sprint Relay STS CAs receive training on how to facilitate STS communication without
interfering with the independence of the user. STS CAs are evaluated monthly on their
ability to facilitate the call without altering content of the conversation or compromising
the user’s control. Sprint Relay users have full control of all of their relay calls.

A.3 Types of Calls

864.604 (3) (i) Consistent with the obligations of telecommunications carrier operators,
CAs are prohibited from refusing single or sequential calls or limiting the length of
calls utilizing relay services.

Sprint Relay Services



Sprint Relay provides 24 hour, 7 day-a-week Telecommunication Relay Service (TRS)
for standard (voice), Text Telephone (TTY), wireless, or personal computers (PC) users
to place local, intrastate, interstate, and international calls. Sprint Relay also processes
calls to directory assistance and to toll free numbers. There are no restrictions on the
duration or number of calls placed by any relay user. All relay users accessing Sprint
Relay retain full control of the length and number of calls placed anytime through relay.
Sprint IP/IP Wireless CAs and VRS interpreters are also prohibited from refusing single
or sequential calls or limiting the length of calls using relay services.

CapTel CAs are currently waived for outbound calls because the CapTel CA is not
involved in the call set up and cannot refuse the call CapTel users dial sequential calls
directly, therefore it is not possible for a CapTel CA to refuse sequential calls or limit the
length of calls.

CapTel CAs are not waived by the FCC for inbound calls to a CapTel user made through
a TRS facility. However, if a call is made directly to the captioned telephone access
number no set up is involved and the CapTel CA cannot refuse to call. Please see
Appendix K for more information on these waivers.

864.604 (3)(ii) Relay services shall be capable of handling any type of call normally
provided by telecommunications carriers unless the Commission determines that it is
not technologically feasible to do so. Relay service providers have the burden of
proving the infeasibility of handling any type of call. (iii) Relay service providers are
permitted to decline to complete a call because credit authorization is denied. (iv)Relay
services shall be capable of handling pay-per-call calls.

Sprint Relay works in conjunction with the Local Exchange Enhanced Services to
provide additional functionality for users of TRS. Sprint processes collect and person-to-
person calls and calls charged to a third-party as well as calls billed to prepaid and non-
proprietary calling cards offered by the local or any other interexchange carrier. Sprint
Relay will also process calls to or from restricted lines e.g. hotel rooms and pay
telephones.

When a TRS or CapTel call is placed through Sprint Relay, the user will be billed in the
same manner that a non-relay user would be billed. The relay user will only be billed for
conversation time, (which does not include call setup time, time between calls and wrap-
up time) on toll calls. Billing will occur within 60 days of the call date. Sprint gives
users the option of billing their calls to a non-proprietary LEC (local) or IXC (long
distance) calling cards. Sprint will process calling cards offered by the user’s carrier of
choice if the carrier is a participant of Sprint’s Carrier of Choice (COC) program and as
long as Feature Group D is at the Carrier’s access tandem. Sprint works with the LECs
and IXCs to compile and make available to all TTY or CapTel users a list of acceptable
calling cards. The user’s carrier of choice is responsible for providing call types and
available billing options, and will also handle the rating and invoicing of toll calls placed
through the relay.



Sprint VRS, Sprint IP and IP Wireless are waived from these requirements. Please refer
to the Sprint VRS and IP Report to the FCC, Appendix L.

864.604 (3)(v) TRS providers are required to provide the following types of TRS calls:
(1) Text-to-voice and voice-to-text; (2) VCO, two-line VCO, VCO-to-TTY, and VCO-to-
VCO; (3) HCO, two-line HCO, HCO-to-TTY, HCO-to-HCO.

Sprint Relay provides access to all available relay call types. A complete list of all call
types proved by Sprint may be found in Appendix H Sprint TRS Standard Features
Matrix. Most call types are waived by the FCC for IP and VRS users. Please refer to the
Sprint VRS and IP Report to the FCC, Appendix L.

Except where waived by the FCC, Captel users are able to access all types of TRS calls.
The requirement to provide 711 dialing is waived for outbound calls made from a CapTel
phone. STS and HCO calls are also waived.

864.604(3)(vi) TRS providers are required to provide the following features: (1) Call
release functionality; (2) speed dialing functionality; and (3) three-way calling
functionality.

Call Release Functionality

TTY to TTY Call Release Functionality allows the CA to connect two TTY users and
then drop off the line, leaving the two TTY customers connected. This is especially
useful for customers needing to use a pre-paid calling card, reach another TTY user
through a switchboard or operator, or when needing to speak with a voice user first. With
2-Line CapTel service, a CapTel user can release or receive captions at any time during a
call.

Frequently Dialed Numbers

Frequently Dialed Numbers, sometimes referred to as Speed Dial Numbers, allow relay
users to store up to 10 frequently called numbers in their customer preference database
along with a name for each entry. When initiating a call the user can then provide the
name to Sprint Relay CAs, instead of the entire 10-digit number. The CapTel Consumer
Premises Equipment (CPE, or CapTel phone) is equipped with the ability to program in 3
speed dial numbers, and a recently dialed number.

Three-Way Calling

Customers who have purchased three-way calling from their LEC can use the feature
when placing a call through Relay. This feature allows a customer to add a third party to
a TRS call. For example, a TTY caller places a call to the Relay and then bridges another
TTY person on his or her line. The original TTY caller then requests to place a call to a
voice user. The CA will make the connection and Relay the call between the voice party



and both TTY users. This process would also apply if there were two voice customers
and one TTY user on the line.

Sprint CapTel users are also able to participate in a three way call. Although the person
using the captioned phone is unable to establish the three-way call, the called party will
be able to do so by utilizing the telephone switch hook (or “flash”) button on his or her
CPE. Thus, Sprint CapTel meets the requirement for three-way calling for users of One-
Line CapTel. For Two-Line CapTel, either party can initiate a three- way call should the
user purchased this as a LEC option. Sprint CapTel users are also able to participate in a
conference bridge to speak to three or more individuals.

864.604(3)(vii) Voice mail and interactive menus. CAs must alert the TRS user to the
presence of a recorded message and interactive menu through a hot key on the CA's
terminal. The hot key will send text from the CA to the consumer's TTY indicating that
a recording or interactive menu has been encountered. Relay providers shall
electronically capture recorded messages and retain them for the length of the call.
Relay providers may not impose any charges for additional calls, which must be made
by the relay user in order to complete calls involving recorded or interactive messages.

When a Sprint Relay caller reaches an answering machine, voice mail or interactive
menu, the CA informs the relay caller by hitting a macro which reads (ANS MACH) or
(RECORDING) to keep the caller informed of the call progress. The CA then, if
necessary, presses a hot key to record the voice announcement and relay the message
back to the caller. The CA utilizes Sprint’s recording technology to obtain all information
necessary on the first attempt. The CA relays all of the recorded information to the
customer and deletes the recorded message. This technology greatly reduces the CA work
time, as the CA does not need to make multiple outdials. In addition, Sprint relay callers
are only charged for the first call. Subsequent redials to leave a message or enter
information into an interactive menu are not charged to the customers. Sprint has
developed a procedure using our Ultra WATS lines to ensure that with additional out-
dials the customer does not incur toll charges.

CapTel users are able to hear and interact directly with the recorded message and makes
the selections as requested by the interactive menu. The CapTel user is alerted to the
presence of a recording by hearing the recording and seeing the captions of the recording
as the message is played.

CapTel users can replay messages as required until the message is both heard and read as
captions. The user can stay on the line as long as desired until the message is heard in its
entirety or replayed. This is requested by the user directly. The CapTel user interacts
with the recorded message system directly. This is treated as one call.

Callers to Sprint relay services access 900 services by dialing a free 900 number to access
relay. Use of a toll-free 900 number inbound to the relay center provides functionally
equivalent access to the telecommunications network while preventing unauthorized end
users from circumnavigating the LEC restrictions. This process ensures that the LEC will



only complete those calls into the relay service that do not have a 900 number block
added to their phone lines. The 900 service provider and the 900 number carrier(s) will
rate and bill the user as if the call was dialed directly from the originating user's
telephone.

Relay New Hampshire’s 900 number is 900-230-43040.

864.604 (a) (3)(viii) TRS providers shall provide, as TRS features, answering machine
and voice mail retrieval.

Sprint Relay TRS, Sprint IP/IP Wireless and VRS VIs provide both answering machine
and voice mail retrieval. Please refer to Appendix H.

Answering Machine

Sprint Relay CAs will inform relay users when reaching an answering machine, voice
mail or interactive menu. The CA will hit a “hot key” which reads (ANS MACH) or
(RECORDING) to keep the caller informed of the call progress.

When reaching a recorded message, the CA utilizes Sprint’s recording technology to
obtain all information necessary on the first attempt. The CA can then play back the
recording at a pace that allows them to relay the entire message to the caller, after which
the recorded message is deleted. This technology greatly reduces the CA’s work time
and accordingly, time billed to the State.

The CA will type the entire outgoing message verbatim including the option for the Relay
User to leave a message, if applicable.

The CA will leave the relay user’s message in the appropriate mode of communication.
Sprint has the capability to leave messages in both voice, text and touch tones (pagers).

Once the CA has left the message on the answering machine or voice mail, the CA will
send a pre-programmed response to the relay caller stating:

(UR MSG LEFT) CA XXXXM/F GA

Subsequent redials to leave a message or enter information into an interactive menu are
not charged to the customers. Sprint has developed a procedure using our Ultra WATS
lines to ensure that with additional outdials, the customer does not incur toll charges.
Customers will only be charged for the first call. CapTel CAs are also equipped with the
ability to retrieve messages stored on a local answering machine.

Voicemail Retrieval

Sprint has the capability to retrieve messages from answering machines by placing an
outbound call to a remote location or the same location. When a user requests to retrieve
messages at the same location, the CA will instruct the user when to take the handset off



the hook and when to begin playing back the messages. The CA will retrieve all
messages and relay verbatim. The recorded message will be automatically deleted by the
system once the relay call is completed. The CapTel user both hears and interacts
directly with the recorded message and makes the selections as requested by the
interactive menu. The CapTel user is alerted to the presence of a recording by hearing
the recording and seeing the captions of the recording as the message is played.

CapTel users can replay messages as required until the message is both heard and read as
captions. The user can stay on the line as long as desired until the message is heard in its
entirety or replayed. This is requested by the user directly. The CapTel user interacts
with the recorded message system directly. This is treated as one call.

A.4 Handling of Emergency Calls

864.604(a)(4) Handling of emergency calls. Providers must use a system for incoming
emergency calls that, at a minimum, automatically and immediately transfers the caller
to an appropriate Public Safety Answering Point (PSAP). An appropriate PSAP is
either a PSAP that the caller would have reached if he had dialed 911 directly, or a
PSAP that is capable of enabling the dispatch of emergency services to the caller in an
expeditious manner.

Sprint meets the requirements of emergency calls by immediately routing 911 calls to an
appropriate Public Service Answering Point (PSAP) that the caller would have reached
by dialing 911 directly, or a PSAP that is capable of dispatching emergency services in an
expeditious manner. With one CA keystroke, Sprint’s intelligent CA application utilizes
the NPA/NXX information of the inbound caller to immediately cross-reference this
information to a national database containing the ten-digit emergency number for every
PSAP. Within seconds, this number is entered in the dial window and the call is then
immediately initiated.

Sprint Relay considers an emergency call to be one in which the user of the Relay Service
indicates they need the police, fire department, paramedics or ambulance. Sprint utilizes a
standard E911 database that serves all of the United States and has uniform procedures,
as noted below, which are followed at every Sprint Relay Center.

e The CA, when told by a TTY/ASCII user (non-voice) that an emergency exists,
will hit a hot key.

e The CA terminal will post a query containing the caller's ANI to the E911
database.

e The E911 database currently responds with the telephone number of an
appropriate PSAP; automatically dials the PSAP number and passes the caller’s
ANI to the E911 Service Center.

e The CA will remain on the line and will verbally pass the caller’s ANI to the
E911 Service Center Operator.



Relay users will be encouraged to dial 911 as their primary means of contacting
Emergency Services. However, if a Relay user makes an emergency call through Relay,
the Sprint CA will make every effort to correctly route the call to an appropriate PSAP
based on the network and user-provided information. As required by the FCC, CAs will
remain on the line and give the Emergency Service Provider the caller’s telephone
number, even if the caller is no longer on the line.

It is Sprint’s opinion that in some emergencies, valuable time could be lost if the TTY
call were to be transferred to the PSAP, and the results could be life threatening.
Therefore, Sprint will allow direct TTY-to-TTY communication in the following
scenarios, if allowed by the FCC:

At the request of the caller,

At the request of the PSAP Operator or PSAP Supervisor,

The CA will remain connected and will silently monitor the call, if:

The PSAP is not capable of receiving and conversing directly with the caller in
the modality of the caller (i.e. if the caller is using a communication modality
other than TTY, [i.e., VCO, HCO, STS, ASCII, VRS, or Internet Relay]), or

e The CA is having technical trouble transferring the call to the PSAP (i.e., the
caller is disconnected from the PSAP; the PSAP cannot establisha TTY
connection, etc.).

The CA will assist, as necessary, to maintain communications between the PSAP and the
caller. Otherwise, the Sprint CA will remain on the line to provide assistance as necessary
to facilitate communication for all emergency calls and will not disconnect until the call
has been completed.

911 services are currently waived for IP and VRS providers. Sprint strongly encourages
Internet Relay users to dial 911 directly to receive prompt emergency services via TTY or
phone.

Sprint IP via website permits manual 911 processing. If user tell operator to dial 911,
operator will request supervisor assistance. User will need to provide the address and city
where he/she is calling from. Supervisor will call Directory Assistance (on separate
phone call) to obtain a 10-digit emergency PSAP number. Then the supervisor will pass it
to CA to make outbound call to 911 dispatcher (PSAP). It can take few minutes or so to
get the information. Users are encouraged to enter 10-digit emergency number on the
website for more efficient call processing.

More information about Sprint’s procedure for handling E911 calls, including CapTel
calls, may be found in Appendix D.

Telecommunications Service Priority Program
Sprint announced on October 31, 2005, that it had completed all milestones in enrolling

its Telecommunications Relay Service (TRS) in the FCC’s Telecommunications Service
Priority (TSP) program. On May 11, 2005, Sprint began implementing TSP throughout



its network. On October 31, Sprint successfully activated all 14 call centers under the
TSP program. Sprint’s participation in the TSP Program strengthens their already robust
reliability.

In 1988, the TSP program was established to prioritize the restoration of telephone
service to critical facilities and agencies at times when telecommunications companies
are typically overburdened with service requests, such as after a natural disaster. In the
event of a regional or national crisis, the program restores telephone services most critical
to national and homeland security on a priority basis.

The Sprint TRS network is designed to reroute traffic to other Sprint Relay centers across
the country to provide uninterrupted service. However, if a national or regional
emergency causes service to be disrupted and the relay call center is unable to receive or
place calls, Sprint’s participation in the TSP program means that Local Exchange
Carriers (LECs) are required to restore service to the relay call center as rapidly as
possible consistent with the priority status assigned to the relay call center. Unlike other
TRS providers, when a disaster occurs, Sprint TRS has the ability to reroute calls
immediately to unaffected relay call centers and continue processing calls with minimal
customer impact.

The Sprint relay call centers participating in TSP are:

Albuquerque Switch (Albuquerque, NM and Honolulu, HI)
Austin Switch (Austin, TX and Lubbock, TX)

Dayton Switch (Dayton, OH and Cayce, SC)

Independence Switch (Independence, MO)

Jacksonville Switch (Jacksonville, FL)

Lemoore Switch (Lemoore, CA)

New Jersey Switch (Vineland, NJ)

Sioux Falls Switch (Sioux Falls, SD and Moorhead, MN)
Syracuse Switch (Syracuse, NY and Holyoke, MA)

The TSP program ensures that the Sprint relay call centers are placed on a priority basis
to re-establish telephone service for state relay users. Sprint is proud to voluntarily
comply with the FCC’s TSP program. Please see Appendix N for a copy of the general
press release regarding the TSP program.

A.5 STS Called Numbers

864.604 (a)(5) STS called numbers. Relay providers must offer STS users the option to
maintain at the relay center a list of names and telephone numbers which the STS user
calls. When the STS user requests one of these names, the CA must repeat the name
and state the telephone number to the STS user. This information must be transferred
to any new STS provider.

Sprint’s Relay customer database is available to Speech-to-Speech (STS) users. The
database can be used to store a list of names, frequently dialed telephone numbers, and



customer notes. The database automatically appears on the CA’s terminal screen each
time a user dials into one of the Sprint relay numbers. The customer database helps to
facilitate call set up and conversing preferences for the STS user. Customer profile

information contained in the Sprint Customer Database will be transferred to any new

provider at the end of the contract term. Currently, STS is waived from Internet Relay,
Video Relay and CapTel services.



Technical Standards?
B.1 ASCII and Baudot

864.604 (b) Technical standards—(1) ASCII and Baudot. TRS shall be capable of
communicating with ASCII and Baudot format, at any speed generally in use.

Each Sprint CA position is capable of receiving and transmitting in voice, Baudot
including TurboCode™ and E-TurboCode™ as well as ASCII codes. Upon a call being
received at the CA position, TTY signals are automatically identified as either Baudot or
ASCII; if ASCII, the baud rate is detected. Intelligent modems allow the CA to handle
either voice or data lines from the same CA work station.

This automatic identification of call types for incoming calls provides a quick and
efficient technique for varied customer input and reduces the average CA work time to a
minimum.

ASCII rates up to and including 19,200 bps are supported by the Sprint platform. The
domestic TTY baud rate of 45.5 and the international rate of 50 baud are also supported.

Sprint IP currently provides services via ASCII connection. Currently, ASCII and Baudot
requirements are waived for CapTel services. For more information about CapTel
waivers, see Appendix K.

B.2 Speed of Answer

864.604 (2) Speed of answer. (i) TRS providers shall ensure adequate TRS facility
staffing to provide callers with efficient access under projected calling volumes, so that
the probability of a busy response due to CA unavailability shall be functionally
equivalent to what a voice caller would experience in attempting to reach a party
through the voice telephone network.

Sprint Relay has developed the capability to effectively manage a human resource pool
that provides unsurpassed quality. Sprint has gained valuable experience in sizing its TRS
Operations to accommodate contract requirements. Historical call detail is gathered by
15-minute periods throughout the years of providing TRS service. This historical
information is combined with state-specific information to establish anticipated call
patterns that accurately predict the personnel needs necessary to efficiently process the
relay calls.

Sprint meets the requirement of answering 85% of all calls within 10 seconds on a daily
basis by a live CA. (Abandoned calls are included in this 85/10 Service Level
calculation.) Sprint will ensure that no more than 30 seconds elapses between the receipt
of the dialing information and the dialing of the requested number.

Z Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s
application to the FCC to renew its TRS program.



Sprint samples the average answer time a minimum of every 30 minutes for each 24-hour
period. Sprint’s Traffic Management Control Center (TMCC) and our Enhanced Services
Operations Control Center (ESOCC) are staffed with professionals who understand call
processes, call volumes, distribution patterns, contract requirements and call routing, thus
ensuring exemplary service.

The Sprint Centers that serve New Hampshire are provided with sufficient facilities to
provide a Grade of Service (GOS) of P.01 or better for calls entering the New Hampshire
call center switch equipment. Inbound calls that may be blocked within the Public
Switched Telephone Network (PSTN) will receive a voice recording stating that all
circuits are busy and to try the call again within a few minutes.

Performance of inbound traffic on each toll-free number where it enters the Sprint
network is measured continuously and reported both daily and monthly. These
measurements, which include traffic volume and blockage data, are compiled into a
monthly report available to the state. In addition, the dedicated trunk facilities that route
the call from the terminating network switch to the ACD (Automatic Call Distributor) at
the serving relay center are monitored daily for compliance with blockage limitations.
The data are monitored for both short- and long-term trends to ensure the most cost-
effective use of resources.

Sprint also meets requirements for Sprint IP/IP Wireless, VRS and CapTel calls. Sprint
CapTel ensures that 85% of all calls are answered within 10 seconds and that caller’s
calls are immediately placed. Sprint does not put calls in a queue or on hold. Abandoned
calls are included in the speed-of—answer calculation. Sprint CapTel system is designed
to a P.01 standard or greater measured on a daily basis.

864.604 (b) (2) ((ii) TRS facilities shall, except during network failure, answer 85% of
all calls within 10 seconds by any method which results in the caller’s call immediately
being placed, not put in a queue or on hold. The ten seconds begins at the time the call
is delivered to the TRS facility's network. A TRS facility shall ensure that adequate
network facilities shall be used in conjunction with TRS so that under projected calling
volume the probability of a busy response due to loop trunk congestion shall be
functionally equivalent to what a voice caller would experience in attempting to reach
a party through the voice telephone network.

Sprint has met the requirement of answering 85% of all calls within 10 seconds on a daily
basis by a live CA. (Abandoned calls are included in this 85/10 Service Level
calculation.) Sprint samples the average answer time a minimum of every 30 minutes for
each 24-hour period. Sprint currently samples every 15 minutes.

Sprint Relay is committed to providing relay users with functionally equivalent
telecommunication services as that enjoyed by standard telephone users. To this end,
Sprint will continue to answer 85% of all relay calls within 10 seconds. There will be no
more the 30 seconds of elapsed time between receipt of dialing information and the
dialing of the requested number.



Sprint begins measuring speed-of-answer at the time the call hits the Relay switch. Calls
are answered by a live CA and are not to be placed in a queue or on hold after reaching
the Relay switch.

Sprint’s Service Level calculation for TRS

Sprint’s Service Level calculation for all TRS calls, excluding CapTel, is described
below:

Number of calls handled < 10 seconds / (total calls handled + total calls abandoned)

The SVL is the number of calls handled in 10 seconds or less divided by the total number
of calls offered.

(Number of calls offered = total number of calls handled + total number of calls
abandoned),

(SVL = Number of calls handled in < 10 / Number of calls offered).
Sprint’s Service Level Calculation for CapTel

For CapTel users, the number of calls that arrive at the CapTel call center will be the
number of Calls Offered.

The number of calls that are answered by a CA is the number of Calls Answered.

The time for each call between the time the call arrives at the CapTel call center and the
time answered by a CA until it is abandoned is the Speed of Answer.

Any time spent in the Voice-in telephone menu is time controlled by the user to enter in
the phone number of the CapTel user they are calling. This time is subtracted out from
the Speed of Answer time.

The total number of calls with the Speed of Answer as 10 seconds or less is the number
of Qualifying Calls.

Qualifying Calls divided by Calls Offered = Service Level (x percent of calls answered
within 10 seconds).

Sprint’s Weighted Service Level for TRS

Sprint uses a ‘weighting' process to combine the results of several Call Centers into a
single result:

The 'weighted' service level (SVL) is a calculation that multiplies the number of 'State'
calls handled in each center by the center's daily SVL (the outcome is a factor called
'SVL points’). The resultant 'SVL points' for each center that handled that 'State’ traffic is
then summed. The sum of the 'SVL points' is then divided by the total number of 'State’
calls to get a daily 'weighted' SVL.



Sprint will answer 85% of all calls within 10 seconds on a daily basis and will not place a
caller in queue or on hold. The ten seconds begins at the time the call is delivered to the
Sprint Relay Center and Sprint will ensure that adequate network facilities are available
to avoid the possibility of a busy response due to loop trunk congestion.

Sprint’s Weighted Service Level for CapTel

While CapTel operates two CapTel call centers, all calls are directed through one
Automatic Call Distributor switch. All calls are answered in the order received and is
measured, unweighted, by this switch.

864.604 (b) (ii) (A) The call is considered delivered when the TRS facility's equipment
accepts the call from the local exchange carrier (LEC) and the public switched network
actually delivers the call to the TRS facility.

Sprint considers the call delivered when the Relay Center’s equipment accepts the call
from the LEC, and the public switched network actually delivers the call to the TRS
Center.

Sprint furnishes the necessary telecommunications equipment, facilities and system
software for the complete TRS operation. Sprint is a certified Interexchange Carrier
(IXC) in all 50 states. Sprint’s transmission circuits meet, and in most cases, exceed the
ANSI T1.506-1990 Network Performance — Transmission Specifications for Switched
Exchange Access Network standards.

864.604 (b) (ii) (B) Abandoned calls shall be included in the speed-of-answer
calculation.

Please see (b)(2)(ii) above.

864.604 (b) (ii) (C) A TRS provider's compliance with this rule shall be measured on a
daily basis.

Please see (2) (b)(ii) above.
864.604 (b) (ii) (D) The system shall be designed to a P.01 standard.

Sufficient transmission facilities have been provided to service all traffic levels, including
busy hour peaks. Sprint utilizes trunks that are sized to provide a busy hour Grade of
Service (GOS) of P.01 or a minimum of 99 out of 100 calls will have unrestricted and
immediate access to the call center facilities during the busiest time of day.

Inbound calls that may be blocked within the Public Switched Telephone Network
(PSTN) will receive a voice recording stating that all circuits are busy and to try the call
again within a few minutes.



In addition, the dedicated trunk facilities that route the call from the terminating network
switch to the ACD (Automatic Call Distributor) at the serving relay center are monitored
daily for compliance with blockage limitations.

Sprint ensures no greater than 1% blockage on a daily basis. Sprint offers state Relay
customers the advantages of a superior digital fiber network unsurpassed in the industry.
Through use of leading switch technology and SONET network survivability techniques,
Sprint’s network ensures a very low level of call interruption or blockage.

The Sprint network switch architecture is non-hierarchical, that is, all switches are
directly interconnected. Sprint switches are processor-controlled using advanced digital
technology and are virtually non-blocking. A call across the Sprint network passes over
Inter Machine Trunks (IMT) which are engineered at P.01 Grade of Service (GOS) at the
busy hour to allow for maximum network call completion. The P.01 GOS requirements
ensure that at least 99% of calls to the Relay Center will reach a CA. The Local Exchange
Carrier (LEC) network typically utilizes a P.01 grade of service also, and similar
blockage rates should apply on their facilities.

864.604 (b) (ii) (E) A LEC shall provide the call attempt rates and the rates of calls
blocked between the LEC and the TRS facility to relay administrators and TRS
providers upon request.

Performance of inbound traffic on each toll-free number where it enters the Sprint
network or relay center facility is measured continuously and reported both daily and
monthly. These measurements, which include traffic volume and blockage data, are
compiled into a monthly report available to the state.

864.604 (b) (iii) Speed of answer requirements for VRS providers are phased-in as
follows: by January 1, 2006, VRS providers must answer 80% of all calls within 180
seconds, measured on a monthly basis; by July 1, 2006, VRS providers must answer
80% of all calls within 150 seconds, measured on a monthly basis; and by January 1,
2007, VRS providers must answer 80% of all calls within 120 seconds, measured on a
monthly basis. Abandoned calls shall be included in the VRS speed of answer
calculation.

Sprint Relay complies with this requirement. Please refer to Sprint Relay’s report to the
FCC under Appendix L.

B.3 Equal Access to Interexchange Carriers

864.604 (b) (3) Equal access to interexchange carriers. TRS users shall have access to
their chosen interexchange carrier through the TRS, and to all other operator services,
to the same extent that such access is provided to voice users.

Sprint provides Relay New Hampshire callers with the ability to have their intrastate,
interstate and international calls carried by any Interexchange carrier who has agreed to
participate in the Relay New Hampshire Carrier of Choice (COC) program. When a



caller indicates their COC preference, the CA will verify that the requested carrier is a

COC participant, if they are, the call will be routed accordingly. Callers will be able to
use any billing method made available by the requested carrier including collect, third

party, prepaid and calling cards.

The current participating members of Sprint Carrier of Choice program are:

AT&T Communications

Bell South Long Distance

Bestline

Birch Telecom

Broadwing Communications
Broadwing Telecommunications

Cox Communications

Excel Telecommunications, Inc.
Global Crossings Telecommunications
MCIWorldCom

McLeod USA

Qwest Communications

SBC Communications Long Distance
Souris River Telecommunications
Sprint

Telecomm*USA (MCIWorldCom)
Touch America Services, Inc.

U.S. Link

VarTec dba Clear Choice Communications
VarTec Telecom, Inc.

Verizon Long Distance

Winstar

Working Assets

WorldCom

WorldXChange

If a Relay New Hampshire caller does not indicate a COC preference to the CA either on-
line or in their customer database (or if their preferred carrier is not a COC participant),
the call will be carried over the Sprint network. As with calls carried by Sprint, most
COC participants limit billing methods based on the type of line from which the call
originates. When the requested carrier is not a COC participant, Sprint has established a
procedure where the carrier will be notified, verbally and in writing, of its obligation to
provide access to TRS users and encourage their participation.

Please see Appendix E for a sample of the Carrier of Choice letter sent to carriers when a
customer has a preferred interexchange carrier that does not participate in the Sprint COC
program.



B.4 TRS Facilities

864.604 (b)(4) TRS facilities. (i) TRS shall operate every day, 24 hours a day. Relay
services that are not mandated by this Commission need not be provided every day, 24
hours a day, except VRS.

Sprint TRS and Sprint Relay Customer Service are both available 24 hours a day, every
day of the year. Sprint utilizes both UPS and backup power generators to ensure that the
relay centers have uninterrupted power even in the event of a power outage. UPS is used
only long enough for the backup power generators to come on line — a matter of minutes.
The backup power generators are supplied with sufficient fuel to maintain operations for
at least 24 hours. The generators can stay in service for longer periods of time as long as
fuel is available. Sprint IP/IP Wireless, VRS and CapTel Relay Services are also
available 24 hours a day, seven days a week.

864.604 (b)(4) (i) TRS shall have redundancy features functionally equivalent to the
equipment in normal central offices, including uninterruptible power for emergency
use.

Sprint Relay Network Support Plan
Service Reliability

Sprint’s service is provided through an all-fiber sophisticated management control
networks that support backbone network with digital switching architecture. These
elements are combined to provide a highly reliable, proven, and redundant network.
Survivability is a mandatory objective of the Sprint network design. The Sprint network
minimizes the adverse effect of service interruptions due to equipment failures or cable
cuts, network overload conditions, or regional catastrophes.

A 100 percent fiber-optic network provides critical advantages over the other carriers.
These advantages include:

Quality

Since voice and data are transmitted utilizing fiber optic technology, the problems of
outdated analog and even modern microwave transmission simply do not apply. Noise,
electrical interference, weather-impacting conditions, and fading are virtually eliminated.

Economy

The overall quality, architecture, and advanced technology of digital fiber optics make
transmission so dependable that it costs us less to maintain, thereby passing the savings
on to our customers.

Expandability



As demand for network capacity grows, the capacity of the existing single-mode fiber can
grow. Due to the architecture and design of fiber optics, the capacity of the network can
be upgraded to increase 2,000-fold.

Survivability

Network survivability is the ability of the network to cope with random disruptions of
facilities and/or demand overloads. Sprint has established an objective to provide 100
percent capability to reroute backbone traffic during any single cable cut. This is a
significant benefit to a state, and a competitive differentiation of the Sprint network.

Network switched services are provided via 49 Northern Telecom DMS-250/300
switches at 29 locations nationwide. Three DMS-300s located at New York, NY; Fort
Worth, TX; and Stockton, CA, serve as international gateways. The remaining 46
switches provide switching functions for Sprint’s domestic switched services.

Interconnection of the 49 switches is provided in a non-hierarchical manner. This means
that inter-machine trunk (IMT) groups connect each switch with all other switches within
the network. Each of these IMT groups is split and routed through the Sprint fiber
network over SONET route paths for protection and survivability. As an extra precaution
to preclude any call blockage, Dynamically Controlled Routing (DCR) provides an
additional layer of tandem routing options when a direct IMT is temporarily busy.

Reliability is ensured through a corporate commitment to maintain or surpass our system
objectives. Beginning with the network design, reliability and efficiency are built into the
system. Sprint continues to improve the network’s reliability through the addition of new
technologies.

The effectiveness of this highly reliable and survivable network is attributed to the
redundant transmission and switching hardware configurations, SONET ring topology,
and sophisticated network management and control Centers. These factors combine to
assure outstanding network performance and reliability for a state.

Network Criteria
System Capacity

The Sprint network was built with the capacity to support every interLATA and
intraLATA call available in the US. With the continuing development of network fiber
transmission equipment to support higher speeds and larger bandwidth, the capacity of
the Sprint network to support increasing customer requirements and technologies is
assured well into the future.

Service Restoration

Sprint provides for the restoration of service in the event of equipment malfunctions,
isolated network overloads, major network disruptions and national/civil emergency
situations. In the event of service disruption due to Sprint’s equipment, service typically



is restored within four hours after notification. Sprint does everything possible to prevent
a total outage at its switch sites or at any of its' POPs through the use of advanced site
designs. All processors, memory, and switch networks within our switches are fully
redundant. All switch sites are protected by uninterruptible power supplies and halon
systems planned in conjunction with local fire departments. Most of our new sites are
earth sheltered to increase survivability. A multi-pronged program is used to minimize
outages:

Do everything possible to minimize the impact of a “single point of failure.” This
includes:

e Diversification of all facilities’ demands between switch sites. All switch sites are
connected to the long haul network over at least two separate Sprint fiber routes;
many have three paths.

e Deployment of multiple switches at large switching Centers. This prevents a
single switch outage from disabling the site.

e Have systems in place allowing for the rapid redeployment of network resources
in case of a catastrophic outage. Fiber cuts, which can affect thousands of calls at
several locations, are sometimes unavoidable. Response to these outages is
maximized through the following procedures:

e Utilization of established plans to respond effectively to these outages.
e The capability to rapidly deploy network transmission facilities when needed.

e Immediate execution of alternate routing in the digital switches and cross-connect
systems to assist in the handling of temporary network disruptions and forced
overloads.

e The entire spectrum of survivability needs, expectations, and requirements can be
met by the proper engineering of customer and Sprint switches and facilities.

Fiber Backbone Loop Topology and Reconfiguration

Fiber optic cable routes are designed to include redundant capacity to insure survivable
fiber optic systems. Sprint’s SONET network, using four-fiber bi-directional line
switched ring capability, allows automatic switching to alternate paths to provide for
traffic rerouting in the event of a route failure. The SONET fiber optic backbone
topology is currently designed with more than 100 overlapping rings to ensure sufficient
alternate paths for total network survivability.



Please see Appendix F for Sprint’s Route Outage Prevention Programs. Also, please refer
to the Disaster Recovery Plan provided in Appendix G for a complete explanation of
Sprint’s back-up plan.

B.5 Technology

864.604 (b)(5) Technology. No regulation set forth in this subpart is intended to
discourage or impair the development of improved technology that fosters the
availability of telecommunications to person with disabilities. TRS facilities are
permitted to use SS7 technology or any other type of similar technology to enhance the
functional equivalency and quality of TRS. TRS facilities that utilize SS7 technology
shall be subject to the Calling Party Telephone Number rules set forth at 47 CFR
64.1600 et seq.

Sprint is in full compliance with 47 CFR 864.1600 et seq. of the FCC’s Rules for
providing SS7 capability.

In order to achieve functional equivalence, Sprint will continue to provide Caller ID
service through SS7 signaling where the 10-digit number of the calling party is passed
through to the called-party for local and long-distance calls. Sprint receives calling party
identifying information including blocking information, from all Relay users. Sprint’s
Caller ID SS7 solution includes receiving the privacy bit information from the inbound
Relay caller as well as other SS7 call information elements such as:

Calling Party Number

Charge Number

Originating Line Information

Sprint passes through the calling party information (rather than 711 or the
number of the Relay Center)

Sprint meets all minimum technological standards regarding Video Relay Service. Sprint
VRS is available through www.sprintVRS.com and sprintrelay.tv (for Videophone users).

On July 31, 2006 Sprint launched MySprintVRS number. This MySprintVRS
Number feature empowers deaf and hard-of-hearing Video Relay Service (VRS) users
with a simply means of receiving incoming calls With MySprintVRS Number, a hearing
user simply dials one toll free number and quickly reaches an Interpreter who connects
them to the deaf or hard-of-hearing VRS user without supplying any additional
information.

The value of a dedicated personal number is generally taken for granted. Without a
dedicated personal number, things such as entering a contact number in a department
email directory or printing one simple number on a business card are much more
complicated. Today telephone numbers are also used as account identifiers or for
ordering items. Sprint, unlike most other VRS providers, makes this possible.



For VRS users who have not registered for MySprintVRS, hearing callers may dial a
general access toll-free number and provide the VI with the VRS user’s IP Address, or
their Sprint VRS Mail extension number.

On October 28, 2006 Sprint introduced a revolutionary means of wirelessly accessing
Sprint VRS mail. Sprint, as a telecommunications provider, is uniquely positioned to
make retrieval of VRS mail from wireless devices possible from devices with Windows
Media Player capability. Sprint VRS Mail for wireless devices is extremely popular and
empowers VRS users to access and playback VRS message directly from their handset.

In addition to providing SprintlP Relay Services, Sprint is also proud to offer the deaf and
hard-of-hearing community with cutting-edge technology using Sprint IP using AlMe.
Sprint IP is capable of blending the easy-to-use capabilities of Sprint IP Relay with the
power of wireless devices and equipment that run AlIMe. In addition to the ability to
place a relay call over the internet, the wireless user can access Sprint IP on a wireless
device with AIM. This service allows users to access relay from the park, a restaurant, or
even the airport — anywhere a wireless device can access the internet and AIM.

Sprint also provides CapTel services, which is recognized as an enhanced VCO service.

For more information on technology provided through Sprint Relay, please refer to
Appendix M, Sprint Relay Fact Sheet.

B.6 Caller ID

864.604 (b) (6) Caller ID. When a TRS facility is able to transmit any calling party
identifying information to the public network, the TRS facility must pass through, to
the called party, at least one of the following: the number of the TRS facility, 711, or
the 10-digit number of the calling party.

Sprint Relay offers a network-based Caller ID for all outbound calls which traverse over
Sprint’s integrated Services Digital Network (ISDN) and SS7 with FGD network. This
feature supports Caller ID for all local and long distance calls. In all cases in which it is
received, Sprint forwards the calling party’s ANI (Automatic Number ID) to the
terminating LEC for long-distance calls utilizing Sprint’s Feature Group D trunks (FGD).
As with standard telecommunications, the terminating LEC may or may not choose to use
this ANI information as Caller ID information and pass this on to the terminating
number. When passed through, the relay call recipient will be able to see the caller’s
phone number on their caller 1D display (the caller ID option feature must first be
purchased through their LEC). When not passed through, as with standard
telecommunications, the call recipient will receive a message such as “OUT OF AREA”
or “CALLER UNKNOWN.”



Functional Standards®
C.1 Consumer Complaint Logs

864.604 (c)(1)(i) States and interstate providers must maintain a log of consumer
complaints including all complaints about TRS in the state, whether filed with the TRS
provider or the State, and must retain the log until the next application for certification
is granted. The log shall include, at a minimum, the date the complaint was filed, the
nature of the complaint, the date of resolution, and an explanation of the resolution.
(if) Beginning July 1, 2002, states and TRS providers shall submit summaries of logs
indicating the number of complaints received for the 12-month period ending May 31
to the Commission by July 1 of each year. Summaries of logs submitted to the
Commission on July 1, 2001 shall indicate the number of complaints received from the
date of OMB approval through May 31, 2001.

Sprint provides states with copies of TRS Customer Contact forms, which contain the
date a complaint is filed, an explanation of the complaint, the date the complaint was
resolved and explanation of the resolution and any other information pertinent to a state.
Further, Sprint maintains a log of each individual complaint and provides comprehensive
reports on a monthly and annual basis to each of the Sprint States.

By June 15th of each calendar year, Sprint submits a copy of 12-month complaint log
report for the period of June 1- May 31 to the State relay administrators.

C.2 Contact Persons

864.604 (c)(2) Contact persons. Beginning on June 30, 2000, State TRS Programs,
interstate TRS providers, and TRS providers that have state contracts must submit to
the Commission a contact person and/or office for TRS consumer information and
complaints about a certified State TRS Program’s provision of intrastate TRS, or, as
appropriate, about the TRS provider’s service. This submission must include, at a
minimum, the following: (i) The name and address of the office that receives
complaints, grievances, inquiries, and suggestions; (ii) Voice and TTY telephone
numbers, fax number, e-mail address, and web address; and (iii) The physical address
to which correspondence should be sent.

Amanda Noonan, Director-Consumer Affairs
New Hampshire Public Utilities Commission
21 South Fruit Street, Suite 20

Concord, NH 03301

Voice: 603-271-1164

® Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s
application to the FCC to renew its TRS program.



Fax: 603-271-3878
puc@puc.nh.gov

C.3 Public Access to Information

864.604 (3) Carriers, through publication in their directories, periodic billing inserts,
placement of TRS instructions in telephone directories, through directory assistance
services, and incorporation of TTY numbers in telephone directories, shall assure that
callers in their service areas are aware of the availability and use of all forms of TRS.
Efforts to educate the public about TRS should extend to all segments of the public,
including individuals who are hard-of-hearing, speech disabled, and senior citizens as
well as members of the general population. In addition, each common carrier
providing telephone voice transmission services shall conduct, not later than October 1,
2001, ongoing education and outreach programs that publicize the availability of 711
access to TRS in a manner reasonably designed to reach the largest number of
consumers possible.

The Relay New Hampshire outreach program is provided by Sprint, with an in-state
outreach organization called Northeast Deaf and Hard of Hearing Services (NDHHS),
based in Concord, NH. In addition, Sprint works closely with a contractor, Joan
Marcoux, who does the outreach and training support for hard-of-hearing people,
especially those with VCO needs. Information about the outreach program is distributed
through brochures, newsletters, the website www.relaynewhampshire.com, informational
video tapes, business workshops, exhibits, one-to-one meetings, and recreational events.

C.4 Rates

864.604 (4) Rates. TRS users shall pay rates no greater than the rates paid for
functionally equivalent voice communication services with respect to such factors as
the duration of the call, the time of day, and the distance from the point of origination
to the point of termination

Relay New Hampshire users are charged no more for services than for those charges paid
by standard “voice” telephone users. Relay New Hampshire users that select Sprint as
their interstate carrier will be rated and invoiced by Sprint. Callers will only be billed for
conversation time. Relay New Hampshire users that select a preferred interstate carrier
via the Relay New Hampshire COC list will be rated and invoiced by the selected
interstate carrier.

By FCC jurisdiction, Sprint has two separate Message Telephone Service rates — one for
interstate and one for intrastate. The table below exhibits the discounted rates off
Sprint’s Message Telephone System (MTS) rates.

Intrastate Interstate
Day 35% 50%
(7 AM - 6:59 PM)




Evening 51% 50%

(7 PM - 10:59 PM)

Night/weekend 62% 50%

(11 PM - 6:59 AM;

all day Saturday &
Sunday)

C.5 Jurisdictional Separation of Costs

864.604 (5) Jurisdictional separation of costs—(i) General. Where appropriate, costs of
providing TRS shall be separated in accordance with the jurisdictional separation
procedures and standards set forth in the Commission’s regulations adopted pursuant
to section 410 of the Communications Act of 1934, as amended (ii) Cost recovery. Costs
caused by interstate TRS shall be recovered from all subscribers for every interstate
service, utilizing a shared-funding cost recovery mechanism. Except as noted in this
paragraph, with respect to VRS, costs caused by intrastate TRS shall be recovered from
the intrastate jurisdiction. In a state that has a certified program under §64.605, the
state agency providing TRS shall, through the state's regulatory agency, permit a
common carrier to recover costs incurred in providing TRS by a method consistent
with the requirements of this section. Costs caused by the provision of interstate and
intrastate VRS shall be recovered from all subscribers for every interstate service,
utilizing a shared-funding cost recovery mechanism.

All Relay New Hampshire intrastate and interstate relay minutes are reported separately
and distinctly to the State on the Sprint invoice. The interstate and international minutes
are reimbursed by the TRS Interstate Fund. The local and intrastate minutes are
reimbursed by the State.

On individual customer invoices, Sprint deducts minutes that the National Exchange
Carrier Association (NECA) would reimburse. These deductible minutes are associated
with these call types: Interstate, International, Interstate Directory Assistance, Toll Free
and 900. In accordance with FCC rules, States receive only a 51% deduction for Toll
Free and 900 minutes since this is what NECA would reimburse. For NECA
reimbursement, Sprint uses a cumulative report of eligible customers to calculate its
monthly reimbursement request. An invoice and supporting documents are sent monthly
to NECA for reimbursement.

C.6 Complaints

864.604 (6) (i) Referral of complaint. If a complaint to the Commission alleges a
violation of this subpart with respect to intrastate TRS within a state and certification
of the program of such state under §864.605 is in effect, the Commission shall refer
such complaint to such state expeditiously. (ii) Intrastate complaints shall be resolved
by the state within 180 days after the complaint is first filed with a state entity,



regardless of whether it is filed with the state relay administrator, a state PUC, the
relay provider, or with any other state entity.

Sprint has a comprehensive Customer Complaint Tracking program. A supervisor or
Operations Administrator is available 24 hours a day to accept complaints, document and
forward documentation to the proper source for resolution. Supervisors provide
immediate feedback to both the customer and the CA.

Sprint will provide copies of each TRS Customer Contact form, which includes the date
the complaint was filed, an explanation of the complaint, the date the complaint was
resolved and explanation of the resolution and any other pertinent information to Relay
New Hampshire. Further, Sprint maintains a log of each individual complaint and
provides comprehensive reports on a monthly and annual basis to each of the Sprint
States.

The complaint resolution procedure outlines the steps to ensure complaints are resolved
within 180 days of filing. If the complaint concerns a specific CA, an Operations
Supervisor follows up and resolves the complaint. The role of the supervisor is to:

Accept all types of complaints, issues and comments.
Handle all service type complaints.

Resolve complaints with Communication Assistants.
Follow up with customers if requested by the customers.

If the complaint concerns a specific technical issue, a trouble ticket is filed and the ticket
number is documented on the customer contact form. The ticket will be investigated and
resolved by an on-site technician. The Account Manager is responsible for tracking all
technical complaints and following-up with customers on resolutions.

If a miscellaneous complaint is filed with customer service, a copy is faxed to the
Account Manager for resolution and follow-up with the customer. Relay New Hampshire
customers also have the option of calling our 24-hour Customer Service department (1-
800-676-3777) or the Relay New Hampshire Account Manager to file complaints or
commendations.

Sprint has the capability to transfer the caller on-line to the Customer Service department.
A Customer Service representative will always answer the calls live. The assigned
Account Manager is responsible for tracking all commendations and complaints and
sending copies of Customer Contacts to the State Relay Administrator by the invoice due
date of the following month. To assist customers in identifying contact information for
complaints, the toll-free Customer Service number and other contact information is
included on all brochures and Outreach materials, including relay web sites.

Sprint Relay submits all Interstate Relay (Sprint IP, IP Wireless) and Video Relay
Service complaints, received from June 1 through May 31, directly to the FCC by the
July 1 deadline.



The State of New Hampshire adheres to the FCC’s complaint/resolution policies. Sprint
usually resolves issues and sends monthly customer contact reports within 30 day after
the end of the month.

Sprint Relay consumer complaint data for New Hampshire for the 6/2002 through 5/2007
period is shown in Appendix S.

C.7 Treatment of TRS Customer Information

(7) Treatment of TRS customer information. Beginning on July 21, 2000, all future
contracts between the TRS administrator and the TRS vendor shall provide for the
transfer of TRS customer profile data from the outgoing TRS vendor to the incoming
TRS vendor. Such data must be disclosed in usable form at least 60 days prior to the
provider's last day of service provision. Such data may not be used for any purpose
other than to connect the TRS user with the called parties desired by that TRS user.
Such information shall not be sold, distributed, shared or revealed in any other way by
the relay center or its employees, unless compelled to do so by lawful order.

The Sprint Customer Preference Database includes such items such as types of call,
billing information, speed dialing, slow typing, carrier of choice, as well as emergency
numbers, blocked outbound numbers, language type (English, Spanish, ASL) and call
notes are included in the customer profile. Should the New Hampshire Public Utilities
Commission revoke Sprint’s franchise to provide TRS in the state and award the
franchise to a new provider, Sprint will transfer all Relay New Hampshire database
records to the next incoming relay provider at least 60 days prior to the last day of service
in a usable format.



State of New Hampshire Establishment and Oversight of TRS Program*

NHPUC Order No. 20,236, dated September 10, 1991, established TRS in New
Hampshire and granted Sprint the State’s TRS franchise. NHPUC Order No. 20,236 is
shown in Appendix T. Sprint was granted the State’s TRS franchise again, in
September, 1999.

In accordance with an agreement reached by New Hampshire local exchange carriers
(LECs) in 1992, in which the LECs established a trust fund to administer payments to
the State’s TRS provider, the NHPUC oversees payments made to Sprint for New
Hampshire relay. Each month, Sprint remits its invoice to the NHPUC for service it
provided in the prior month. After confirming the reasonableness and arithmetic
accuracy of an invoice, the NHPUC authorizes Citizens Bank, the TRS trust
administrator, to pay the invoice from the fund. LECs contribute to the trust monthly,
based on the number of access lines times the TRS rate. The current TRS rate, 2 cents
per line, was adopted by NHPUC Order No. 24,731, dated February 16, 2007 (shown in
Appendix U). LECs recover their contributions to the trust by including the TRS rate in
customers’ monthly local rates. Under this methodology all ratepayers support the TRS
fund.

* Narrative prepared by NHPUC.



Appendices
Appendix A: 47 CFR 64.604 Mandatory Minimum Standards

§64.604 MANDATORY MINIMUM STANDARDS®

The standards in this section are applicable December 18, 2000, except as stated in paragraphs (c)(2) and
(c)(7) of this section.

(a) Operational standards—(1) Communications assistant (CA). (i) TRS providers are responsible for
requiring that all CAs be sufficiently trained to effectively meet the specialized communications needs of
individuals with hearing and speech disabilities.

(if) CAs must have competent skills in typing, grammar, spelling, interpretation of typewritten ASL, and
familiarity with hearing and speech disability cultures, languages and etiquette. CAs must possess clear and
articulate voice communications.

(iii) CAs must provide a typing speed of a minimum of 60 words per minute. Technological aids may be
used to reach the required typing speed. Providers must give oral-to-type tests of CA speed.

(iv) TRS providers are responsible for requiring that VRS CAs are qualified interpreters. A “qualified
interpreter” is able to interpret effectively, accurately, and impartially, both receptively and expressively,
using any necessary specialized vocabulary.

(v) CAs answering and placing a TTY-based TRS or VRS call must stay with the call for a minimum of ten
minutes. CAs answering and placing an STS call must stay with the call for a minimum of fifteen minutes.

(vi) TRS providers must make best efforts to accommodate a TRS user's requested CA gender when a call
is initiated and, if a transfer occurs, at the time the call is transferred to another CA.

(vii) TRS shall transmit conversations between TTY and voice callers in real time.

(2) Confidentiality and conversation content. (i) Except as authorized by section 705 of the
Communications Act, 47 U.S.C. 605, CAs are prohibited from disclosing the content of any relayed
conversation regardless of content, and with a limited exception for STS CAs, from keeping records of the
content of any conversation beyond the duration of a call, even if to do so would be inconsistent with state
or local law. STS CAs may retain information from a particular call in order to facilitate the completion of
consecutive calls, at the request of the user. The caller may request the STS CA to retain such information,
or the CA may ask the caller if he wants the CA to repeat the same information during subsequent calls.
The CA may retain the information only for as long as it takes to complete the subsequent calls.

(ii) CAs are prohibited from intentionally altering a relayed conversation and, to the extent that it is not
inconsistent with federal, state or local law regarding use of telephone company facilities for illegal
purposes, must relay all conversation verbatim unless the relay user specifically requests summarization, or
if the user requests interpretation of an ASL call. An STS CA may facilitate the call of an STS user with a
speech disability so long as the CA does not interfere with the independence of the user, the user maintains
control of the conversation, and the user does not object. Appropriate measures must be taken by relay
providers to ensure that confidentiality of VRS users is maintained.

(3) Types of calls. (i) Consistent with the obligations of telecommunications carrier operators, CAs are
prohibited from refusing single or sequential calls or limiting the length of calls utilizing relay services.

® This is FCC’s notation: Note that some of these requirements have been waived for certain forms of TRS.



(i) Relay services shall be capable of handling any type of call normally provided by telecommunications
carriers unless the Commission determines that it is not technologically feasible to do so. Relay service
providers have the burden of proving the infeasibility of handling any type of call.

(iii) Relay service providers are permitted to decline to complete a call because credit authorization is
denied.

(iv) Relay services shall be capable of handling pay-per-call calls.

(v) TRS providers are required to provide the following types of TRS calls: (1) Text-to-voice and voice-to-
text; (2) VCO, two-line VCO, VCO-to-TTY, and VCO-to-VCO; (3) HCO, two-line HCO, HCO-to-TTY,
HCO-to-HCO.

(vi) TRS providers are required to provide the following features: (1) Call release functionality; (2) speed
dialing functionality; and (3) three-way calling functionality.

(vii) Voice mail and interactive menus. CAs must alert the TRS user to the presence of a recorded message
and interactive menu through a hot key on the CA's terminal. The hot key will send text from the CA to the
consumer's TTY indicating that a recording or interactive menu has been encountered. Relay providers
shall electronically capture recorded messages and retain them for the length of the call. Relay providers
may not impose any charges for additional calls, which must be made by the relay user in order to complete
calls involving recorded or interactive messages.

(viii) TRS providers shall provide, as TRS features, answering machine and voice mail retrieval.

(4) Handling of emergency calls. Providers must use a system for incoming emergency calls that, at a
minimum, automatically and immediately transfers the caller to an appropriate Public Safety Answering
Point (PSAP). An appropriate PSAP is either a PSAP that the caller would have reached if he had dialed
911 directly, or a PSAP that is capable of enabling the dispatch of emergency services to the caller in an
expeditious manner.

(5) STS called numbers. Relay providers must offer STS users the option to maintain at the relay center a
list of names and telephone numbers which the STS user calls. When the STS user requests one of these
names, the CA must repeat the name and state the telephone number to the STS user. This information
must be transferred to any new STS provider.

(b) Technical standards—(1) ASCII and Baudot. TRS shall be capable of communicating with ASCII and
Baudot format, at any speed generally in use.

(2) Speed of answer. (i) TRS providers shall ensure adequate TRS facility staffing to provide callers with
efficient access under projected calling volumes, so that the probability of a busy response due to CA
unavailability shall be functionally equivalent to what a voice caller would experience in attempting to
reach a party through the voice telephone network.

(i) TRS facilities shall, except during network failure, answer 85% of all calls within 10 seconds by any
method which results in the caller's call immediately being placed, not put in a queue or on hold. The ten
seconds begins at the time the call is delivered to the TRS facility's network. A TRS facility shall ensure
that adequate network facilities shall be used in conjunction with TRS so that under projected calling
volume the probability of a busy response due to loop trunk congestion shall be functionally equivalent to
what a voice caller would experience in attempting to reach a party through the voice telephone network.

(A) The call is considered delivered when the TRS facility's equipment accepts the call from the local
exchange carrier (LEC) and the public switched network actually delivers the call to the TRS facility.

(B) Abandoned calls shall be included in the speed-of-answer calculation.

(C) A TRS provider's compliance with this rule shall be measured on a daily basis.



(D) The system shall be designed to a P.01 standard.

(E) A LEC shall provide the call attempt rates and the rates of calls blocked between the LEC and the TRS
facility to relay administrators and TRS providers upon request.

(iii) Speed of answer requirements for VRS providers are phased-in as follows: by January 1, 2006, VRS
providers must answer 80% of all calls within 180 seconds, measured on a monthly basis; by July 1, 2006,
VRS providers must answer 80% of all calls within 150 seconds, measured on a monthly basis; and by
January 1, 2007, VRS providers must answer 80% of all calls within 120 seconds, measured on a monthly
basis. Abandoned calls shall be included in the VRS speed of answer calculation.

(3) Equal access to interexchange carriers. TRS users shall have access to their chosen interexchange
carrier through the TRS, and to all other operator services, to the same extent that such access is provided
to voice users.

(4) TRS facilities. (i) TRS shall operate every day, 24 hours a day. Relay services that are not mandated by
this Commission need not be provided every day, 24 hours a day, except VRS.

(ii) TRS shall have redundancy features functionally equivalent to the equipment in normal central offices,
including uninterruptible power for emergency use.

(5) Technology. No regulation set forth in this subpart is intended to discourage or impair the development
of improved technology that fosters the availability of telecommunications to person with disabilities. TRS
facilities are permitted to use SS7 technology or any other type of similar technology to enhance the
functional equivalency and quality of TRS. TRS facilities that utilize SS7 technology shall be subject to the
Calling Party Telephone Number rules set forth at 47 CFR 64.1600 et seq.

(6) Caller ID. When a TRS facility is able to transmit any calling party identifying information to the
public network, the TRS facility must pass through, to the called party, at least one of the following: the
number of the TRS facility, 711, or the 10-digit number of the calling party.

(c) Functional standards—(1) Consumer complaint logs.(i) States and interstate providers must maintain a
log of consumer complaints including all complaints about TRS in the state, whether filed with the TRS
provider or the State, and must retain the log until the next application for certification is granted. The log
shall include, at a minimum, the date the complaint was filed, the nature of the complaint, the date of
resolution, and an explanation of the resolution.

(i) Beginning July 1, 2002, states and TRS providers shall submit summaries of logs indicating the number
of complaints received for the 12-month period ending May 31 to the Commission by July 1 of each year.
Summaries of logs submitted to the Commission on July 1, 2001 shall indicate the number of complaints
received from the date of OMB approval through May 31, 2001.

(2) Contact persons. Beginning on June 30, 2000, State TRS Programs, interstate TRS providers, and TRS
providers that have state contracts must submit to the Commission a contact person and/or office for TRS
consumer information and complaints about a certified State TRS Program's provision of intrastate TRS,
or, as appropriate, about the TRS provider's service. This submission must include, at a minimum, the
following:

(i) The name and address of the office that receives complaints, grievances, inquiries, and suggestions;
(i) Voice and TTY telephone numbers, fax number, e-mail address, and web address; and
(iii) The physical address to which correspondence should be sent.

(3) Public access to information. Carriers, through publication in their directories, periodic billing inserts,
placement of TRS instructions in telephone directories, through directory assistance services, and
incorporation of TTY numbers in telephone directories, shall assure that callers in their service areas are
aware of the availability and use of all forms of TRS. Efforts to educate the public about TRS should



extend to all segments of the public, including individuals who are hard-of-hearing, speech disabled, and
senior citizens as well as members of the general population. In addition, each common carrier providing
telephone voice transmission services shall conduct, not later than October 1, 2001, ongoing education and
outreach programs that publicize the availability of 711 access to TRS in a manner reasonably designed to
reach the largest number of consumers possible.

(4) Rates. TRS users shall pay rates no greater than the rates paid for functionally equivalent voice
communication services with respect to such factors as the duration of the call, the time of day, and the
distance from the point of origination to the point of termination.

(5) Jurisdictional separation of costs—(i) General. Where appropriate, costs of providing TRS shall be
separated in accordance with the jurisdictional separation procedures and standards set forth in the
Commission's regulations adopted pursuant to section 410 of the Communications Act of 1934, as
amended.

(ii) Cost recovery. Costs caused by interstate TRS shall be recovered from all subscribers for every
interstate service, utilizing a shared-funding cost recovery mechanism. Except as noted in this paragraph,
with respect to VRS, costs caused by intrastate TRS shall be recovered from the intrastate jurisdiction. In a
state that has a certified program under 864.605, the state agency providing TRS shall, through the state's
regulatory agency, permit a common carrier to recover costs incurred in providing TRS by a method
consistent with the requirements of this section. Costs caused by the provision of interstate and intrastate
VRS shall be recovered from all subscribers for every interstate service, utilizing a shared-funding cost
recovery mechanism.

(iii) Telecommunications Relay Services Fund. Effective July 26, 1993, an Interstate Cost Recovery Plan,
in this sectionafter referred to as the TRS Fund, shall be administered by an entity selected by the
Commission (administrator). The initial administrator, for an interim period, will be the National Exchange
Carrier Association, Inc.

(A) Contributions. Every carrier providing interstate telecommunications services shall contribute to the
TRS Fund on the basis of interstate end-user telecommunications revenues as described in this section.
Contributions shall be made by all carriers who provide interstate services, including, but not limited to,
cellular telephone and paging, mobile radio, operator services, personal communications service (PCS),
access (including subscriber line charges), alternative access and special access, packet-switched, WATS,
800, 900, message telephone service (MTS), private line, telex, telegraph, video, satellite, intraLATA,
international and resale services.

(B) Contribution computations. Contributors' contribution to the TRS fund shall be the product of their
subject revenues for the prior calendar year and a contribution factor determined annually by the
Commission. The contribution factor shall be based on the ratio between expected TRS Fund expenses to
interstate end-user telecommunications revenues. In the event that contributions exceed TRS payments and
administrative costs, the contribution factor for the following year will be adjusted by an appropriate
amount, taking into consideration projected cost and usage changes. In the event that contributions are
inadequate, the fund administrator may request authority from the Commission to borrow funds
commercially, with such debt secured by future years' contributions. Each subject carrier must contribute at
least $25 per year. Carriers whose annual contributions total less than $1,200 must pay the entire
contribution at the beginning of the contribution period. Service providers whose contributions total $1,200
or more may divide their contributions into equal monthly payments. Carriers shall complete and submit,
and contributions shall be based on, a “Telecommunications Reporting Worksheet” (as published by the
Commission in the Federal Register). The worksheet shall be certified to by an officer of the contributor,
and subject to verification by the Commission or the administrator at the discretion of the Commission.
Contributors' statements in the worksheet shall be subject to the provisions of section 220 of the
Communications Act of 1934, as amended. The fund administrator may bill contributors a separate
assessment for reasonable administrative expenses and interest resulting from improper filing or overdue
contributions. The Chief of the Consumer & Governmental Affairs Bureau may waive, reduce, modify or
eliminate contributor reporting requirements that prove unnecessary and require additional reporting
requirements that the Bureau deems necessary to the sound and efficient administration of the TRS Fund.



(C) Data collection from TRS Providers. TRS providers shall provide the administrator with true and
adequate data necessary to determine TRS fund revenue requirements and payments. TRS providers shall
provide the administrator with the following: total TRS minutes of use, total interstate TRS minutes of use,
total TRS operating expenses and total TRS investment in general accordance with part 32 of the
Communications Act, and other historical or projected information reasonably requested by the
administrator for purposes of computing payments and revenue requirements. The administrator and the
Commission shall have the authority to examine, verify and audit data received from TRS providers as
necessary to assure the accuracy and integrity of fund payments.

(D) [Reserved]

(E) Payments to TRS providers. TRS Fund payments shall be distributed to TRS providers based on
formulas approved or modified by the Commission. The administrator shall file schedules of payment
formulas with the Commission. Such formulas shall be designed to compensate TRS providers for
reasonable costs of providing interstate TRS, and shall be subject to Commission approval. Such formulas
shall be based on total monthly interstate TRS minutes of use. TRS minutes of use for purposes of interstate
cost recovery under the TRS Fund are defined as the minutes of use for completed interstate TRS calls
placed through the TRS center beginning after call set-up and concluding after the last message call unit. In
addition to the data required under paragraph (c)(5)(iii)(C) of this section, all TRS providers, including
providers who are not interexchange carriers, local exchange carriers, or certified state relay providers,
must submit reports of interstate TRS minutes of use to the administrator in order to receive payments. The
administrator shall establish procedures to verify payment claims, and may suspend or delay payments to a
TRS provider if the TRS provider fails to provide adequate verification of payment upon reasonable
request, or if directed by the Commission to do so. The TRS Fund administrator shall make payments only
to eligible TRS providers operating pursuant to the mandatory minimum standards as required in §64.604,
and after disbursements to the administrator for reasonable expenses incurred by it in connection with TRS
Fund administration. TRS providers receiving payments shall file a form prescribed by the administrator.
The administrator shall fashion a form that is consistent with parts 32 and 36 procedures reasonably
tailored to meet the needs of TRS providers. The Commission shall have authority to audit providers and
have access to all data, including carrier specific data, collected by the fund administrator. The fund
administrator shall have authority to audit TRS providers reporting data to the administrator. The formulas
should appropriately compensate interstate providers for the provision of VRS, whether intrastate or
interstate.

(F) TRS providers eligible for receiving payments from the TRS Fund are:

(1) TRS facilities operated under contract with and/or by certified state TRS programs pursuant to §64.605;
or

(2) TRS facilities owned by or operated under contract with a common carrier providing interstate services
operated pursuant to 864.604; or

(3) Interstate common carriers offering TRS pursuant to 864.604; or

(4) Video Relay Service (VRS) and Internet Protocol (IP) Relay providers certified by the Commission
pursuant to §64.605.

(G) Any eligible TRS provider as defined in paragraph (c)(5)(iii)(F) of this section shall notify the
administrator of its intent to participate in the TRS Fund thirty (30) days prior to submitting reports of TRS
interstate minutes of use in order to receive payment settlements for interstate TRS, and failure to file may
exclude the TRS provider from eligibility for the year.

(H) Administrator reporting, monitoring, and filing requirements. The administrator shall perform all filing
and reporting functions required in paragraphs (c)(5)(iii)(A) through (c)(5)(iii)(J) of this section. TRS

payment formulas and revenue requirements shall be filed with the Commission on May 1 of each year, to
be effective the following July 1. The administrator shall report annually to the Commission an itemization
of monthly administrative costs which shall consist of all expenses, receipts, and payments associated with



the administration of the TRS Fund. The administrator is required to keep the TRS Fund separate from all
other funds administered by the administrator, shall file a cost allocation manual (CAM) and shall provide
the Commission full access to all data collected pursuant to the administration of the TRS Fund. The
administrator shall account for the financial transactions of the TRS Fund in accordance with generally
accepted accounting principles for federal agencies and maintain the accounts of the TRS Fund in
accordance with the United States Government Standard General Ledger. When the administrator, or any
independent auditor hired by the administrator, conducts audits of providers of services under the TRS
program or contributors to the TRS Fund, such audits shall be conducted in accordance with generally
accepted government auditing standards. In administering the TRS Fund, the administrator shall also
comply with all relevant and applicable federal financial management and reporting statutes. The
administrator shall establish a non-paid voluntary advisory committee of persons from the hearing and
speech disability community, TRS users (voice and text telephone), interstate service providers, state
representatives, and TRS providers, which will meet at reasonable intervals (at least semi-annually) in
order to monitor TRS cost recovery matters. Each group shall select its own representative to the
committee. The administrator's annual report shall include a discussion of the advisory committee
deliberations.

() Information filed with the administrator. The administrator shall keep all data obtained from
contributors and TRS providers confidential and shall not disclose such data in company-specific form
unless directed to do so by the Commission. Subject to any restrictions imposed by the Chief of the
Consumer & Governmental Affairs Bureau, the TRS Fund administrator may share data obtained from
carriers with the administrators of the universal support mechanisms (See 47 CFR 54.701 of this chapter),
the North American Numbering Plan administration cost recovery (See 47 CFR 52.16 of this chapter), and
the long-term local number portability cost recovery (See 47 CFR 52.32 of this chapter). The TRS Fund
administrator shall keep confidential all data obtained from other administrators. The administrator shall
not use such data except for purposes of administering the TRS Fund, calculating the regulatory fees of
interstate common carriers, and aggregating such fee payments for submission to the Commission. The
Commission shall have access to all data reported to the administrator, and authority to audit TRS
providers. Contributors may make requests for Commission nondisclosure of company-specific revenue
information under 80.459 of this chapter by so indicating on the Telecommunications Reporting Worksheet
at the time that the subject data are submitted. The Commission shall make all decisions regarding
nondisclosure of company-specific information.

(J) The administrator's performance and this plan shall be reviewed by the Commission after two years.

(K) All parties providing services or contributions or receiving payments under this section are subject to
the enforcement provisions specified in the Communications Act, the Americans with Disabilities Act, and
the Commission's rules.

(6) Complaints—(i) Referral of complaint. If a complaint to the Commission alleges a violation of this
subpart with respect to intrastate TRS within a state and certification of the program of such state under
864.605 is in effect, the Commission shall refer such complaint to such state expeditiously.

(ii) Intrastate complaints shall be resolved by the state within 180 days after the complaint is first filed with
a state entity, regardless of whether it is filed with the state relay administrator, a state PUC, the relay
provider, or with any other state entity.

(iii) Jurisdiction of Commission. After referring a complaint to a state entity under paragraph (c)(6)(i) of
this section, or if a complaint is filed directly with a state entity, the Commission shall exercise jurisdiction
over such complaint only if:

(A) Final action under such state program has not been taken within:

(1) 180 days after the complaint is filed with such state entity; or

(2) A shorter period as prescribed by the regulations of such state; or



(B) The Commission determines that such state program is no longer qualified for certification under
§64.605.

(iv) The Commission shall resolve within 180 days after the complaint is filed with the Commission any
interstate TRS complaint alleging a violation of section 225 of the Act or any complaint involving intrastate
relay services in states without a certified program. The Commission shall resolve intrastate complaints
over which it exercises jurisdiction under paragraph (c)(6)(iii) of this section within 180 days.

(v) Complaint procedures. Complaints against TRS providers for alleged violations of this subpart may be
either informal or formal.

(A) Informal complaints—(1) Form. An informal complaint may be transmitted to the Consumer &
Governmental Affairs Bureau by any reasonable means, such as letter, facsimile transmission, telephone
(voice/TRS/TTY), Internet e-mail, or some other method that would best accommodate a complainant's
hearing or speech disability.

(2) Content. An informal complaint shall include the name and address of the complainant; the name and
address of the TRS provider against whom the complaint is made; a statement of facts supporting the
complainant's allegation that the TRS provided it has violated or is violating section 225 of the Act and/or
requirements under the Commission's rules; the specific relief or satisfaction sought by the complainant;
and the complainant's preferred format or method of response to the complaint by the Commission and the
defendant TRS provider (such as letter, facsimile transmission, telephone (voice/TRS/TTY), Internet e-
mail, or some other method that would best accommodate the complainant's hearing or speech disability).

(3) Service; designation of agents. The Commission shall promptly forward any complaint meeting the
requirements of this subsection to the TRS provider named in the complaint. Such TRS provider shall be
called upon to satisfy or answer the complaint within the time specified by the Commission. Every TRS
provider shall file with the Commission a statement designating an agent or agents whose principal
responsibility will be to receive all complaints, inquiries, orders, decisions, and notices and other
pronouncements forwarded by the Commission. Such designation shall include a name or department
designation, business address, telephone number (voice and TTY), facsimile number and, if available,
internet e-mail address.

(B) Review and disposition of informal complaints. (1) Where it appears from the TRS provider's answer,
or from other communications with the parties, that an informal complaint has been satisfied, the
Commission may, in its discretion, consider the matter closed without response to the complainant or
defendant. In all other cases, the Commission shall inform the parties of its review and disposition of a
complaint filed under this subpart. Where practicable, this information shall be transmitted to the
complainant and defendant in the manner requested by the complainant (e.g., letter, facsimile transmission,
telephone (voice/TRS/TTY) or Internet e-mail.

(2) A complainant unsatisfied with the defendant's response to the informal complaint and the staff's
decision to terminate action on the informal complaint may file a formal complaint with the Commission
pursuant to paragraph (c)(6)(v)(C) of this section.

(C) Formal complaints. A formal complaint shall be in writing, addressed to the Federal Communications
Commission, Enforcement Bureau, Telecommunications Consumer Division, Washington, DC 20554 and
shall contain:

(1) The name and address of the complainant,
(2) The name and address of the defendant against whom the complaint is made,

(3) A complete statement of the facts, including supporting data, where available, showing that such
defendant did or omitted to do anything in contravention of this subpart, and

(4) The relief sought.



(D) Amended complaints. An amended complaint setting forth transactions, occurrences or events which
have happened since the filing of the original complaint and which relate to the original cause of action
may be filed with the Commission.

(E) Number of copies. An original and two copies of all pleadings shall be filed.

(F) Service. (1) Except where a complaint is referred to a state pursuant to §64.604(c)(6)(i), or where a
complaint is filed directly with a state entity, the Commission will serve on the named party a copy of any
complaint or amended complaint filed with it, together with a notice of the filing of the complaint. Such
notice shall call upon the defendant to satisfy or answer the complaint in writing within the time specified
in said notice of complaint.

(2) All subsequent pleadings and briefs shall be served by the filing party on all other parties to the
proceeding in accordance with the requirements of §1.47 of this chapter. Proof of such service shall also be
made in accordance with the requirements of said section.

(G) Answers to complaints and amended complaints. Any party upon whom a copy of a complaint or
amended complaint is served under this subpart shall serve an answer within the time specified by the
Commission in its notice of complaint. The answer shall advise the parties and the Commission fully and
completely of the nature of the defense and shall respond specifically to all material allegations of the
complaint. In cases involving allegations of harm, the answer shall indicate what action has been taken or is
proposed to be taken to stop the occurrence of such harm. Collateral or immaterial issues shall be avoided
in answers and every effort should be made to narrow the issues. Matters alleged as affirmative defenses
shall be separately stated and numbered. Any defendant failing to file and serve an answer within the time
and in the manner prescribed may be deemed in default.

(H) Replies to answers or amended answers. Within 10 days after service of an answer or an amended
answer, a complainant may file and serve a reply which shall be responsive to matters contained in such
answer or amended answer and shall not contain new matter. Failure to reply will not be deemed an
admission of any allegation contained in such answer or amended answer.

(1) Defective pleadings. Any pleading filed in a complaint proceeding that is not in substantial conformity
with the requirements of the applicable rules in this subpart may be dismissed.

(7) Treatment of TRS customer information. Beginning on July 21, 2000, all future contracts between the
TRS administrator and the TRS vendor shall provide for the transfer of TRS customer profile data from the
outgoing TRS vendor to the incoming TRS vendor. Such data must be disclosed in usable form at least 60
days prior to the provider's last day of service provision. Such data may not be used for any purpose other
than to connect the TRS user with the called parties desired by that TRS user. Such information shall not be
sold, distributed, shared or revealed in any other way by the relay center or its employees, unless compelled
to do so by lawful order.

[65 FR 38436, June 21, 2000, as amended at 65 FR 54804, Sept. 11, 2000; 67 FR 13229, Mar. 21, 2002; 68
FR 50977, Aug. 25, 2003; 69 FR 5719, Feb. 6, 2004; 69 FR 53351, Sept. 1, 2004; 69 FR 55985, Sept. 17,
2004; 69 FR 57231, Sept. 24, 2004; 70 FR 51658, Aug. 31, 2005; 70 FR 76215, Dec. 23, 2005]

864.605 STATE CERTIFICATION.

(a) State documentation—(1) Certified state program. Any state, through its office of the governor or other
delegated executive office empowered to provide TRS, desiring to establish a state program under this
section shall submit, not later than October 1, 1992, documentation to the Commission addressed to the
Federal Communications Commission, Chief, Consumer & Governmental Affairs Bureau, TRS
Certification Program, Washington, DC 20554, and captioned “TRS State Certification Application.” All
documentation shall be submitted in narrative form, shall clearly describe the state program for
implementing intrastate TRS, and the procedures and remedies for enforcing any requirements imposed by



the state program. The Commission shall give public notice of states filing for certification including
notification in the Federal Register.

(2) VRS and IP Relay provider. Any entity desiring to provide VRS or IP Relay services, independent from
any certified state TRS program or any TRS provider otherwise eligible for compensation from the
Interstate TRS Fund, and to receive compensation from the Interstate TRS Fund, shall submit
documentation to the Commission addressed to the Federal Communications Commission, Chief,
Consumer & Governmental Affairs Bureau, TRS Certification Program, Washington, DC 20554, and
captioned “VRS and IP Relay Certification Application.” The documentation shall include, in narrative
form:

(i) A description of the forms of TRS to be provided (i.e., VRS and/or IP Relay);

(ii) A description of how the provider will meet all non-waived mandatory minimum standards applicable
to each form of TRS offered,;

(iii) A description of the provider's procedures for ensuring compliance with all applicable TRS rules;
(iv) A description of the provider's complaint procedures;

(v) A narrative describing any areas in which the provider's service will differ from the applicable
mandatory minimum standards;

(vi) A narrative establishing that services that differ from the mandatory minimum standards do not violate
applicable mandatory minimum standards;

(vii) Demonstration of status as a common carrier; and

(viii) A statement that the provider will file annual compliance reports demonstrating continued compliance
with these rules.

(b) (1) Requirements for state certification. After review of state documentation, the Commission shall
certify, by letter, or order, the state program if the Commission determines that the state certification
documentation:

(i) Establishes that the state program meets or exceeds all operational, technical, and functional minimum
standards contained in §64.604;

(ii) Establishes that the state program makes available adequate procedures and remedies for enforcing the
requirements of the state program, including that it makes available to TRS users informational materials
on state and Commission complaint procedures sufficient for users to know the proper procedures for filing
complaints; and

(iii) Where a state program exceeds the mandatory minimum standards contained in §64.604, the state
establishes that its program in no way conflicts with federal law.

(2) Requirements for VRS and IP Relay Provider FCC Certification. After review of certification
documentation, the Commission shall certify, by Public Notice, that the VRS or IP Relay provider is
eligible for compensation from the Interstate TRS Fund if the Commission determines that the certification
documentation:

(i) Establishes that the provision of VRS and/or IP Relay will meet or exceed all non-waived operational,
technical, and functional minimum standards contained in §64.604;

(ii) Establishes that the VRS and/or IP Relay provider makes available adequate procedures and remedies
for ensuring compliance with the requirements of this section and the mandatory minimum standards
contained in 864.604, including that it makes available for TRS users informational materials on complaint
procedures sufficient for users to know the proper procedures for filing complaints; and



(iif) Where the TRS service differs from the mandatory minimum standards contained in §64.604, the VRS
and/or IP Relay provider establishes that its service does not violate applicable mandatory minimum
standards.

(c)(1) State certification period. State certification shall remain in effect for five years. One year prior to
expiration of certification, a state may apply for renewal of its certification by filing documentation as
prescribed by paragraphs (a) and (b) of this section.

(2) VRS and IP Relay Provider FCC certification period. Certification granted under this section shall
remain in effect for five years. A VRS or IP Relay provider may apply for renewal of its certification by
filing documentation with the Commission, at least 90 days prior to expiration of certification, containing
the information described in paragraph (a)(2) of this section.

(d) Method of funding. Except as provided in 864.604, the Commission shall not refuse to certify a state
program based solely on the method such state will implement for funding intrastate TRS, but funding
mechanisms, if labeled, shall be labeled in a manner that promote national understanding of TRS and do
not offend the public.

(e)(1) Suspension or revocation of state certification. The Commission may suspend or revoke such
certification if, after notice and opportunity for hearing, the Commission determines that such certification
is no longer warranted. In a state whose program has been suspended or revoked, the Commission shall
take such steps as may be necessary, consistent with this subpart, to ensure continuity of TRS. The
Commission may, on its own motion, require a certified state program to submit documentation
demonstrating ongoing compliance with the Commission's minimum standards if, for example, the
Commission receives evidence that a state program may not be in compliance with the minimum standards.

(2) Suspension or revocation of VRS and IP Relay Provider FCC certification. The Commission may
suspend or revoke the certification of a VRS or IP Relay provider if, after notice and opportunity for
hearing, the Commission determines that such certification is no longer warranted. The Commission may,
on its own motion, require a certified VRS or IP Relay provider to submit documentation demonstrating
ongoing compliance with the Commission's minimum standards if, for example, the Commission receives
evidence that a certified VRS or IP Relay provider may not be in compliance with the minimum standards.

(f) Notification of substantive change. (1) States must notify the Commission of substantive changes in
their TRS programs within 60 days of when they occur, and must certify that the state TRS program
continues to meet federal minimum standards after implementing the substantive change.

(2) VRS and IP Relay providers certified under this section must notify the Commission of substantive
changes in their TRS programs, services, and features within 60 days of when such changes occur, and
must certify that the interstate TRS provider continues to meet federal minimum standards after
implementing the substantive change.

(9) VRS and IP Relay providers certified under this section shall file with the Commission, on an annual
basis, a report providing evidence that they are in compliance with §64.604.

[70 FR 76215, Dec. 23, 2005]



Appendix B: Sprint TRS, STS, CapTel, and VRS Training Outlines®

Sprint TRS Training Outline

| Module | Module Description

Module 1 Orientation
Objectives
Welcome & History
Future of Sprint
What is Relay?
CA Training
Call Flow Chart
Module 2 Phone Image
= Objectives
Introduction
Communicating Information
Using Conversational Tone
Managing Dissatisfied Customers

Module 3A Overview of System and Equipment
= Objectives
Logging In

= Logging Out
Screen Display

= Checking for Understanding
Headsets
Modem
Error Correction
Keyboard
Last Typed Macro Feature
English Macros

= Spanish Macros
Telephony Terms

Module 3B Interactive Terminals
Knowing Your TTY

= Closing a Conversation
Typing Background Noises

Module 3C Overview of System and Equipment (FRS Only)

= Malfunctions

Relay Procedures
Confidentiality
Statistics
Handling Obscene Calls

= Requesting a Supervisor
Reporting

. Macros

® Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s
application to the FCC to renew its TRS program.



Module 4A Call Processing Procedures

= Objectives

= Your Role as CA

= Call Processing for All States
Module 4B Destinations of Traffic

= Destinations not Allowed

= IntraLata Competition

= State Differences

Module 4C Answering Machines and Audiotext
= Record Feature

= Voice Answering Machine

= Voiceto TTY Answering Machine
= Information Line

= Audiotext

= Voice Mail

= Pagers/Beepers (TTY-Voice)

= Pagers/Beepers (Voice - TTY)

= Variations

= Answering Machine Retrieval

Module 4D Voice Originated Calls

= Local Call Description

= Toll Free and Paid

= Paid over Sprint Network

= Paid over Alternate Carrier
= Variations

Module 4E Long Distance Calling
= FONcard
. LEC Card

= Optional Cards

= Pre-Paid Cards

= Collect

= Third Party

. Immediate Credit

Module 4F VCO and HCO

= Voice Carryover (VCO)

= Inbound VCO Branding

= Busy Line

= No Answer

= Two-Line VCO

= Hearing Carryover (HCO)
= Non-Branded HCO

= Branded HCO




Module 4G Alternate Call Types
= VCOtoVCO
= VCOtoTTY
= TTYtoVCO
. HCO to HCO
. HCOto TTY
=  TTYto HCO

Module 4H Customer Database

= Customer Database Feature
= Customer Notes Window
. UCR Main Menu

= Name Submenu

= COC Submenu

. InterLata COC

. IntraLata COC

= Billing Method Window
= Billing Options

= Numbers Submenu

= Emergency Numbers

= Frequently Dialed Numbers (FD)
. Blocked Numbers

= Customer Notes

Module 4H Customer Database

= Preferences

= Answer Type

= Language Type

= Outdial Restrictions

. Macros

= Last Number Redial




Module 41 Variations

= Busy Signals

= Poor Connection

. No Answer

= Request for Information
= Speech Impaired

= Pacing Voice Customer
= Profanity towards CA

= Request for M or F CA
= CA Knows Customer

= Suicide

= Abuse

= lllegal Calls

= Sensitive Topics
= Redialing

= Switchboards

= Young Children

= Inbound ASCII

= Repeating Information

= Request for Relay Number
= Restricted Calls

= ASCII on Outbound Line

= Regional 800

= Two Calling From Numbers
= LEC Service Office

= Double Letters

= Call Waiting

= Conference Calls

= Three-Way Calling

= Changing CAs

= 800 Number Referral

= Hard-of-Hearing Customer
= Call Backs for TTYs

= Multiple Calls

Module 41 Variations
. Call Modification
= Holding

= Alternate Language

= Typing in Parenthesis

= Product Information

= Spanish Calls

= Voice Customer Hangs Up

= Variable Time Stamp

= TTY Customer Hangs Up

= Conversation being Recorded
= Prompting Voice for "GA"

= Non-Standard TTY Capability
= Internet Characters

= TTY does not type "GA"

= Cellular Long Distance Calls
= Party Line Calls




Module 5 Emergency Call Processing

= Emergency Calls

= Non-Emergency Calls

= Emergency Incident Form

Module 6A Performance and Procedures

= Performance Measurement Plan
= Quality Customer Service

= Commitment

= Personal Effectiveness

= Assessment Survey and Replay
= Emergency Procedures

= Emergency Assistance Form

= Checking for Understanding

Module 6B Healthy Relay
= Introduction
= Analogy

= Stretching Exercises

= CA Reinforcement

= Ergonomic Review

= Setting up Workstation

= GUAM - Get up and move

Module 6B Healthy Relay

= Ergonomic Relief

= Slowing the Customer
= Overtime Relaxation
Module 7A Responding Positively

= Stress Management

= Thoughts and Feelings
= Relaxing Emotionally
= Thinking Powerfully

= Exercise

= Nutrition

= Relaxation/Meditation
= Energy Resource Assessment
= Suggested Reading

= Leader's Notes

Module 7B Healthy Detachment

= Interactive Communication
= TDD Communication

= Potential Stressors

= Detaching

Module 8 Assessing Performance
= Assessment Process
= Coaching
= Feedback

= Pass/Fail Guidelines
= Role Plays




Module 9 Supervisor as Trainer and Coach
= Introduction

= Objectives

= Being a Coach/Trainer

= An Adult Learner

= Giving Effective Instruction

= Feedback

Module 10 A Healthy Approach to Relay

= Learning Continuum

= Adult Education

= Dale's Cone of Experience

= Elements of Lesson Design

= Preparation for Training

= Warm Ups

= Voice Inflection

= Handling Interruptions

= Prep for Final

= Hearing Thru (TDD - Voice)
= Hearing Thru (Voice - TDD)
= Voice Thru (TDD - Voice)

= Voice Thru (Voice - TDD)

= Audiotext

= Information Lines

= Business Answering Machines
= Residential Answering Machines
= Beepers

= Spanish Answering Machine
= TTY Answering Machine




Speech-to-Speech Training Outline

Module 1 Orientation
= Objectives What is Speech-to-Speech
= Welcome & Introductions Differences from Relay
- Description Agent Training
. History
Module 2 Speech-to-Speech Customers
= Objectives Varying Speech Patterns
- Introduction Voice Synthesizers
= Phone Image Types of Calls
= Characteristics of Speech-to-Speech Transparency & Confidentiality
Customers Phrases
= Breaking the Stereotypes
Module 3 Attributes of STS CAs
= Objectives Caller Control
. Patience Sensitivity and Understanding
= Concentration
= Listening Skills
Module 4A  Call Processing Procedures
= Objectives
= Your Role as CA
= Billing
= Directory Assistance
= Changing CAs
Module 4B Answering Machines and Audiotext
= Answering Machines
= SAto SD Answering Machine
= Busy/Disconnects
= Audiotext Message
= Pagers/Beepers
Module 4C  Emergency Call Processing
= Emergency Services
= EM Numbers
= Emergency Incident Form
Module 4D  Variations

= Outbound to Relay

= Personal Conversations

= Operator Calls

= Talking on Hold

= Keeping the Customer Informed
= Differentiating STS and Relay

. Outdialing to STS

Using GA
Spelling
Announcement
900 Calls
Request to Hold

SD to SD through STS
Non STS Calls




Sprint CapTel Training Outline

1.0

Training Summary Outline

11

1.2

1.3

14

1.5

1.6

Introduction/Tour

Introductions: Lead trainer, training assistant, Call Center director, and
other administrative personnel that may be involved in the first day of
training. Prospective CAs are given a tour of the building and the facilities.
Each individual is given a security passkey and shown how to use it. The
CTI building is a secured facility and the passkey is needed to enter the
parking lot after normal business hours, enter the building and gain access to
the Call Center floor by stairway or elevator.

Human Resources Overview

The Human Resource coordinator meets with each group to go over required
employment paperwork for the State of Wisconsin, Call Center policies,
non-disclosure agreement, confidentiality requirements, expected standards
that must be met to pass out of training, and current scheduling needs.

Videos

Several videos are shown to better demonstrate the job of a CA and how the
technology works and how it provides improved communication for our
clients. After each video, questions are answered or clarified as needed.

Mini Demonstration CapTel Phone

A brief explanation of the CapTel phone and the captioning system is given
including commonly used terminology when referring to each party
involved in a call. Each trainee is then able to place a short call to
experience using the CapTel phone. This helps individuals to better
understand what we are asking them to provide our clients and what the
client experiences.

Introduction - Developing a Personal Voice Profile

Developing a personal voice profile is the most important step to
successfully process CapTel calls. CAs are given specific instruction as to
how to speak, how to sit, and how to utilize the computer and headset to
gain optimal accuracy.

Introduction - Training Program

The CapTel training program allows individuals to listen to various pre-
recorded scripts and “re-voice” what they hear directly into the recognition
program. Individuals are coached to focus on developing the proper re-
voicing technique. This simulates the conversation or voice of the hearing
person and having to repeat those words to the computer accurately.
Through the progression of various training scripts CAs work to improve
their speed of speech while maintaining accurate pronunciation of words
based on each script.



2.0

1.7

1.8

1.9

1.10

111

Introduction - Call Handling Tools

Macros are utilized to aid in the speed and accuracy of calls. CAs listen to
pre-recorded scripts that consist mainly of macro type words and learn to
utilize the macros accordingly.

Introduction - Call Handling Skills —Pacing a Conversation
CAs are introduced to further call handling skills that allow them to pace
various calls in order to provide accurate captions.

Introduction - Call Handling Skills — Inserting Words

CapTel trains its CAs to insert particular words that the VVoice Recognition
is not able to caption successfully or in a consistent manner. These words
include such things as people’s names and regional cities and towns.

Introduction — How to Handle Various Recordings

CAs are introduced to various types of calls and how to handle each. The
importance of verbatim transcription, confidentiality, accuracy and speed
are reviewed. CAs view a demonstration by the training assistant, and then
each CA is assigned scripts relating to answering machines and automated
recordings.

Introduction & Demo of CapTel Conversation

Each trainee observes each end of the “telephone call”, (CA, CapTel user,
hearing person). Each CA assists in making “live” calls to other trainees.
This encourages each CA to observe and experience what our clients
experience on every call. It also allows the CA who is captioning an
opportunity to practice their learned techniques on more realistic, true to life
calls.

Introduction to Call Simulation

Live call simulation allows CAs to gain exposure to real incoming calls landing
on the production floor, however they do not interfere with the quality of captions
going to the CapTel user. New CAs are paired with experienced CAs on the
production floor to observe and listen to live calls.

2.1

2.2

Call Simulation-Timings

CA:s are placed into a rotation of call simulation and receive their first
official timing for speed and accuracy baseline timings provide a progress
report for each CA and develop a list of improvement areas. This measures
the quality and accuracy of re-voicing.

Review of Baseline Timings



Training Scripts are assigned to the group. One at a time, each CA meets
with the trainer to review their baseline timings. Feedback and review of
standards and expectation are given.

2.3 Introduction to Correction Tool
The correction tool is introduced to provide CAs with another opportunity to
provide the highest quality captions.

2.4 Review Training Elements
CAs meet as a group with the trainer to review the various elements that
enable them to provide the quality of captions we expect from each CA.

3.0 Monthly Timing Policy
CTI’s monthly timing policy is reviewed with all CAs. The importance of
successfully passing these timings is emphasized.

3.1 Call Simulation-Timings
CAs are placed into a rotation of call simulation and receive an official
timing. This second timing is a base-line timing in which re-voicing
accuracy and call handling skills along with the ability to correct errors are
evaluated. Each CA is unaware of when the timing will occur.

4.0  Production Floor Orientation
Current supervisors meet with the group of CAs to go over specific Call Floor
procedures, expectations, break adherence, time clock, lockers, emergency plans,
and point of contact individuals for questions and assistance.

CAs continue to progress onto the production floor and practice in the training room as
needed. CAs are timed each day and progress is reviewed until a CA meets the expected
standards or it is determined the individual is not suited for the position. Action is taken
as necessary.



Video Relay Service Training Outline and Qualifications

All Sprint VRS interpreters are qualified and will adhere to the Registry of Interpreters
for the Deaf (RID) Code of Ethics. The VRS interpreter qualifications are listed below:

Certified by the NAD at levels 111, 1V, or V or certified by RID as IC/TC, ClI,
CSC, LSC or MSC or demonstrated State equivalent. (Note: In rare instances,
VIs may process Sprint VRS calls prior to certification based on qualifications
and interpreting skills).

Possess English language skills at a college level.

Observe strict confidentiality guidelines using RID’s Code of Ethics.

Function in a totally transparent mode.

Possess strong receptive and voicing skills.

Possess sensitivity to the needs of the Deaf, Hard-of-hearing and hearing parties
Have a wide range of experience working in the deaf Community utilizing ASL,
PSE and Signed English Community utilizing ASL, PSE and Signed English
communication modes in social, economic, and educational settings.

Possess interpreting experience for persons who have minimal language skills.
Possess computer literacy, including familiarity with current Windows operation
system, and be able to operate computer and video equipment.

Exhibit superior customer service skills.

Posses the skill to conduct video interpretation sessions with a wide range of
individuals.

Have a good command of English grammar and composition.

Possess clear and articulate voice communications.

Be familiar with speech and disability cultures, languages, and etiquette.
Possess the ability to work under pressure.

Be capable of working in a multi-tasked environment.

Have the skill to conduct telephone conversations with a wide range of
individuals.

Be a citizen of the U.S. or an alien who has been lawfully admitted for permanent
residence as evidenced by the INS Permanent Resident Card (INS Form 1-551).
Successfully completed, as a minimum, training to include deaf culture,
American Sign Language, sensitivity to the capabilities and needs of people with
speech impairments, the VI’s role in the relay process, and training in
interpersonal skills to handle difficult or stressful conversations.

Beginning college level skills in English grammar and diction.



Appendix C: TRS Pledge of Confidentiality’

RELAY CENTER CODE OF ETHICAL BEEHAVIOR

AS PART OF THE RELAY SERVICES ORGANIZATION, ALL EMPLOYEES, CONTRACTOR S AND VISI-
TORS AREBOUND TOTHELAW 5 OF THE STATE AND THE FOLLOW ING GUIDELINES:

1. ALL TELECOMMUMICATION 5 RELAY SERVICE CALL RELATED INFORMATION IS TO BE
STRICTLY CONFIDENTIAL. Theemployee, contractor or wis itor shall netreveal any informaticn
amuired during or obs erving a relay call. Any callrelated questions or problems are to be dis cus sed
with management
2. NOTHING 15 TOBE EDITED OR OCMITTED FROMTHE CONTENTOF THE CONVERSATION OR
THE SPIRITOF THE SPEAKER. The employees hall ransmit exactly whatis s aid inthe way thatitis
intended in the language of he customers choice.
3. NOTHING IS5 TO BE ADDED OR INTERJECTED INTO THECON TENT OF THE CONVERSATION OR
THE SPIRITOF THE SPEAKER. The employee shall not advis e, couns el, or interject pers onal
cpinions , evenwhen asked o do s o bythe cons umer.
4. TO ASSURE MAXIMUMUSER CONTROL, THE EMPLOYEEW ILL BEFLEXIELE IN ADAPTING TO
THECONSUMERS MEED 5.

. EMPLOYEESWILLSTRIVE TO FURTHER COMPETENCY IN SKILLS AND KNOWLEDGE
THROUGH CONTINUED TRAINING, WORKSHOPS, AND READING OF CURRENTLITERATURE IN
THE FIELD.

n

| have read and unders tand the Relay Center Code of Ethical Behavior. | agree to comply with this Code
and any applicable State and Federal laws pertaining to Telecommunications Reby Services and
unders Bnd that failure to do s o will lead o companydis ciplinary action that mayres ult in my terminaticn
and orim nal pros ecution.

EMPLOYEE/CONTRACTORWVISITOR SIGNATURE DATE

MANAGER/SUPERVISOR SIGNATURE DATE

" Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s
application to the FCC to renew its TRS program.



CapTel CA Pledge of Confidentiality

Confidentiality Policy

e | will not disclose to any individual (outside of a member of the CapTel management staff) the
identity of any caller or information | may learn about a caller (including names, phone numbers,
locations, etc.) on any CapTel call.

I will not act upon any information received while processing a CapTel call.
I will not disclose to anyone the names, schedules, or personal information of any fellow worker at
CapTel Inc.

e | will not share any information about CapTel calls with anyone except a member of the CapTel Inc.
management staff in order to investigate complaints, technical issues, etc.

e | will continue to hold in confidence all information related to the work and calls | have performed
while at CapTel Inc. after my employment ends.

e | will never reveal my Captionist ID number in conjunction with my name unless asked by a
member of the CapTel Inc. management staff.

o | will not share with anyone any technical aspect of my position at CapTel Inc. unless asked by a
member of the CapTel Inc. management staff.

I will not talk about consumers or call content with any fellow Captionists.
I will not listen to or get involved in calls taken by fellow Captionists.

I have read the above Confidentiality Policy and understand a breach of confidentiality will result in
disciplinary action up to and including termination of employment at CapTel Inc. | recognize the serious and
confidential nature of my position and therefore promise to abide by these guidelines.

Employee Name Date



Appendix D: E911 Call Procedure®

Sprint uses a system for incoming emergency calls that automatically and immediately
transfers the relay user to the nearest Public Safety Answering Point (PSAP). Sprint
considers an emergency call to be one in which the user of the relay service indicates they
need the police, fire department, paramedics, or ambulance. The following steps will be
taken to connect the caller to the correct PSAP:

e The CA, when told by a TTY/ASCII user (non-voice) that an emergency exists,
will hit a “hot key”.

e The CA’s terminal sends a query to the E911 database containing the caller's
geographic area ANI.

e The database responds with the telephone number of the PSAP that covers the
geographic source of the call, and then, automatically dials the PSAP number,
and automatically passes the caller’s ANI to the E911 service center.

The CA remains on the line until emergency personnel arrive on the scene unless
previously released by the caller. The CA also verbally passes the caller’s ANI onto the
E911 center operator. If the inbound relay caller disconnects prior to reaching E911, the
CA will stay on the line to verbally provide the caller’s ANI to the E911 center operator.

When a CapTel user dials 9-1-1, Sprint will route the call directly to the most appropriate
PSAP. The 911 PSAP center will receive the caller’s Automated Number Identification
and Automated Locator Identification. If the call is disconnected, the 911 center will call
the CapTel user back.

If a CapTel user had only one line connected to their CapTel phone, captions will not be
engaged on the call. A prompt on the phone will instruct the CapTel user how to
communicate with the 9-1-1 center to request VVoice Carryover communications to begin.
The PSAP would be engaged in typing directly to the user, and the user would be able to
speak to the 911 dispatcher.

® Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s
application to the FCC to renew its TRS program.



Appendix E: Sprint Carrier of Choice Letter of Invitation®

Sprint

(date)

(name)
(Company name)
(address)
(telephone)

(fax)

(e-mail address)

Re:  (Customer’s name and phone number — requested LEC for
COC)

Thank you for your interest to complete (Company Name) Long Distance calls with Sprint
Telecommunications Relay Service (TRS). As the default Toll carrier for processing relay calls in
more than thirty-two states (32), Sprint currently transports the traffic of customers who have
selected you as their Toll carrier. However, many of your customers would prefer to use
(Company Name) LD for their toll calls. At present, Sprint TRS is unable to send the toll calls
from the regional centers or state access tandem to your network. Hence, this letter is being
written to make you aware of a potential service-impacting issue regarding TRS calls and
measures your company can take to ensure your customers’ toll calls are completed through TRS.
The Americans with Disabilities Act of 1990 mandate TRS, and TRS standards are established
and are monitored by the Federal Communications Commission (FCC). TRS is a service that
links telephone conversations between standard (voice) telephone users and people who are deaf,
hard-of-hearing, deaf-blind, or speech disabled using Text Telephone (TTY) equipment. The
State Public Utilities Commission manages the day-to-day operations of TRS and has contracted
with Sprint Corporation to provide relay service in their states.

Both, the Americans with Disabilities Act of 1990 and FCC’s Order 00-56 on TRS mandate that
all states provide TRS and that TRS users shall have equal access to their chosen interexchange
carrier and to all other operator services, to the same extent that such access is provided to voice
users. In order to provide this access to your customers, your company is encouraged to submit a
letter of authorization to accept TRS calls from Sprint.

Attachment A lists the facility-based providers who currently participate at Sprint TRS Carrier of
Choice program. If your company (or your facility based provider) is not currently listed, please
review the following and determine the appropriate follow-up action needed to be taken:

® Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s
application to the FCC to renew its TRS program.



Facility-based provider
1. If you are a participating member at Sprint Carrier of Choice program, please
disregard.

2. If you are not a participating member at Sprint Carrier of Choice program, you need
to establish a network presence at the regional centers or state access tandem and
accept calls from Sprint through the industry method of SS7 trunking and TRS billing
codes of Info Digit Pair 60, 66, and 67 (see below).

Non-facility based provider
1. If your underlying toll carrier is a participating member at Sprint Carrier of Choice
program, Sprint can implement the I’XXC brand name and pass the toll call information
to the underlying carrier’s CIC code. Please submit a letter of authorization that would
advise Sprint to implement the carrier brand name and to send the toll call information
to its underlying toll carrier.

2. If your underlying toll carrier is not a participating member at Sprint Carrier of Choice
program, you will need to work with your underlying toll carrier to establish a network
presence at the regional centers or state access tandem and accept calls from Sprint
through the industry method of SS7 trunking and TRS billing codes of Info Digit Pair
60, 66, and 67 (see below).

Before you submit a letter of authorization to Sprint TRS, please consider the following four
factors:
3. Your CIC codes or your underlying toll carrier CIC codes associated with 1+, 0+, and
0- and International dialing must be loaded into the regional (and/or state) access
tandems.

4. You or your underlying toll carrier will need to support SS7 tandem interconnection.

You or your underlying toll carrier will need to ensure that your translation tables are
updated in order to appropriately receive, rate, and bill Sprint calls per Bellcore
industry standards. Sprint calls are designated as ANI |1 Digit Pair 60, 66, and 67.

6. If you utilize more than one underlying toll carrier to carry the toll traffic, select a
single toll carrier that will accept Sprint traffic.

Note: For detailed information regarding access tandem interconnection and carrier of

choice provisioning through Sprint, please refer to ATIS/NIIF-008, the

“Telecommunications Relay service — Technical Needs™ document.
Attachment B lists Access Tandem Interconnection locations which Sprint TRS is connected with.
The best way to provide access to your Toll network through relay service for your customers is
to designate the 13 Sprint Regional TRS center/Access Tandem combinations as the points at
which Sprint will hand off Toll relay service traffic to you. In this manner, any relay caller that
wishes to use your services may be efficiently, and with minimal time delay, routed to your
network. Should you not have a presence at one or more of the Sprint regional center/access
tandem combinations, the traffic may be handed off at one of the regional center’s access tandem.
Attachment C is a sample letter of authorization. Once Sprint receives your written request to
participate in the Sprint TRS Carrier of Choice program, Sprint will schedule translation updates
in the next available release (usually 45 to 90 days). Information obtained from the carriers
will be used solely for the purpose of providing equal access for (Company Name) LD
customers and shall be held proprietary.



Sprint welcomes your company's participation in our TRS Carrier of Choice program at no cost
to you if your company has network presence at any of our listed regional center/state access
tandem locations. Your participation at the Sprint Carrier of Choice program will create a win-
win situation for our customers. Through Sprint, as the relay provider, customers will be able to
enjoy uninterrupted service and your company will be able to generate additional revenue.

Thank you for your prompt attention to this matter. If you have any questions concerning with the
letter, please do not hesitate to call (Account Manager) at (phone number) or email at (e-mail
address).

Sincerely Yours,

(your name)

CC: Michael Fingerhut, Federal Regulatory, Sprint
Angela Officer, Program Manager, Sprint



Current participating members (facility-based providers) at Sprint TRS Carrier of Choice:

Entity CIC Code
AT&T Communications 0288

Bell South Long Distance 0377
Bestline 0302

Birch Telecom 0678
Broadwing Communications 0948
Broadwing Telecommunications 0071

Cox Communications 6269

Excel Telecommunications, Inc. 0752
Global Crossings Telecommunications 0444
MCIWorldCom 0222
McLeod USA 0725
Qwest Communications 0432

SBC Communications Long Distance 5792
Souris River Telecommunications 0770
Sprint 0333
Telecomm*USA (MCIWorldCom) 0220, 0321, 0835, 0987
Touch America Services, Inc. 0244

U.S. Link 0355
VarTec dba Clear Choice Communications 0636
VarTec Telecom, Inc. 0465, 0638, 0811, 0899, 5111
Verizon Long Distance 5483
Winstar 0643
Working Assets 0649
WorldCom 0555, 0987
WorldXChange 0502, 0834

Updated: 8/12/07



Access Tandem Interconnection Locations

State Access Tandem Tandem CLLI Tandem LEC
Missouri Kansas City KSCYMO5503T SBC

Texas Ft Worth FTWOTXEDO3T SBC

North Carolina Charlotte CHRLNCCAO5T Bell South

South Carolina Charleston CHTNSCDT60T Bell South

New York Syracuse SYRCNYSU50T Verizon

Ohio Dayton DYTNOH225GT Ameritech

South Dakota Sioux Falls SXFLSDCOO09T Qwest

North Dakota Bismarck BSMRNDBC12T Qwest

Arkansas Little Rock LTRKARFRO2T Southwestern Bel
Florida Miami NDADFLGGO1T Bell South
California Sacramento SCRMCAO0103T Verizon / Pac Bel
Colorado Denver DNVRCOMAOQ02T Qwest

Illinois Chicago CHCGILNES0T Ameritech
Minnesota Owatonna OWTNMNOW12T Qwest

Wyoming Cheyenne CHYNWYMAO3T Qwest

Updated: 8/12/07
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S A M P L E Letter of Authorization
<DATE >

<Name>, Account Manager
<Streetl> <Street2>

<City>, <State> <Zip Code>
FAX: <Fax. No.>

This letter of authorization has been issued to give Sprint TRS permission to send < Toll Carrier Company
Name > toll traffic associated with 1+, 0+, and 0- and International dialing through Sprint TRS at the <

Regional COC Tandems >.
1. Regional COC Tandems

You will need to provide Sprint with the following:
Toll Carrier: < insert name>
CIC Code: <insert CIC)

Underlying Toll Carrier: <insert name>
Underlying Carrier CIC Code: <insert CIC>

Choose Tandem Below

State Access Tandem Tandem CLLI Tandem LEC
Missouri Kansas City KSCYMO5503T SBC

Texas Ft Worth FTWOTXEDO3T SBC

North Carolina Charlotte CHRLNCCAOQ5T Bell South

South Carolina Charleston CHTNSCDT60T Bell South

New York Syracuse SYRCNYSU50T Verizon

Ohio Dayton DYTNOH225GT Ameritech

South Dakota Sioux Falls SXFLSDCOQ9T Qwest

North Dakota Bismarck BSMRNDBC12T Qwest

Arkansas Little Rock LTRKARFRO2T Southwestern Bel
Florida Miami NDADFLGGOL1T Bell South
California Sacramento SCRMCAO0103T Verizon / Pac Bel
Colorado Denver DNVRCOMAOQ02T Qwest

Ilinois Chicago CHCGILNESO0T Ameritech
Minnesota Owatonna OWTNMNOW12T Qwest

Wyoming Cheyenne CHYNWYMAOQ3T Qwest

Updated 8/12/07




2. Call Type Restrictions

< Toll Carrier Brand Name > will accept any intrastate, international and operator services call types that
will be routed to the < tandem location(s) > tandems.

OR
< Toll Carrier Brand Name > will accept any (specify intrastate, interstate, international, and operator
services) call types except for (specify what call types and restrictions) that should not be routed to the <

tandem location > tandems.

If there are any questions regarding this letter of authorization, please contact < Name >, < Job Title >, <
Department Name > at XXX-XXX-XXXX.

Sincerely, <Name >< Job Title >, < Department Name >



Appendix F: Sprint Route Outage Prevention Programs™
Call Before You Dig Program

This program uses a nationwide 800 number interlinked with all local/state government
utility agencies as well as contractors, rail carriers, and major utilities. Sprint currently
receives in excess of 60,000 calls per month for location assistance over the 23,000-mile
fiber network.

Awareness Program

This Sprint program proactively contacts local contractors, builders, property owners,
county/city administrators, and utility companies to educate them on Sprint’s cable
locations and how each can help eliminate cable outages.

Route Surveillance Program

This is a Network Operations department program using Sprint employees to drive
specific routes (usually 120 miles) and visually inspect the fiber cable routes. This
activity is performed an average of 11.6 times per month or approximately once every 2-
3 days.

Technician Program

Technicians are stationed at strategic locations and cover an area averaging 60 route
miles. Each technician has emergency restoration material to repair fiber cuts on a
temporary basis. Other operations forces within a nominal time frame accomplish total
repair.

Fiber/Switch Trending Program

This includes a weekly summary of equipment failure events highlighting bit error rate
(BER) and cable attenuation. As a result, Sprint identifies potential equipment problems
and monitors performance degradation to establish equipment-aging profiles for
scheduled repair, replacement, or elimination. Aging profiles are computer-stored
representations of the characteristics of a fiber splice. The profile is stored at the time the
splice is accepted and put into service. A comparison of the original profile and current
profile are compared for performance degradation. Maintenance is scheduled based on
this type of monitoring.

Network Management and Control Systems

The Sprint network is managed and controlled by a National Operations Control Center
(NOCC) located in Overland Park, KS. As a back up, a secondary NOCC is located in
Lenexa, KS. The NOCC is designed to provide a national view of the status of the
network as well as to provide network management from a centralized point. The NOCC

19 Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s
application to the FCC to renew its TRS program.
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interfaces with the Regional Control Centers (RCCs) to obtain geographical network
status. The RCCs are responsible for maintenance dispatch and trouble resolution, and are
designed to provide redundancy for each other and back-up status for the NOCC.

The NOCC and RCC work closely with the ESOCC in cases where a network problem
may affect New Hampshire operations. In cases such as these, the NOCC or RCC
immediately alerts the ESOCC of the situation so that appropriate steps can be taken to
minimize service impacts. The NOCC and RCCs also serve as reference points for the
ESOCC when problems are detected in the TRS center that are not the result of internal
center operations.

Network Management

Commitment to a digital fiber optic network permits Sprint to use a single transmission
surveillance protocol to integrate internal network vendor equipment. This enhances
Sprint’s ability to automate and provide preventive, near real-time detection and isolation
of network problems. The controlling principle is identification and correction of
potential problems before they affect the New Hampshire call capabilities.

Sprint divides the major functional responsibilities, facilities maintenance and network
management, into a two-level organization which maximizes network efficiencies and
customer responsiveness. The first level consists of the RCCs located in Atlanta and
Sacramento. RCC personnel focus on the performance of individual network elements
within predetermined geographical boundaries. The second level is the NOCC in Kansas
City that oversees traffic design and routing for Sprint’s 23,000-mile fiber optic network
and interfaces.

This two-level operational control organization, combined with architectural
redundancies in data transport and surveillance, control and test systems, ensures an
expedited response to potential problems in both switched and private line networks.

In the event of a power outage, the UPS and backup power generator ensure seamless
power transition until normal power is restored. While this transition is in progress,
power to all of the basic equipment and facilities essential to the center’s operation is
maintained. This includes:

Switch system and peripherals

Switch room environmentals

CA positions (consoles/terminals and emergency lights)
Emergency lights (self-contained batteries)

System alarms

CDR recording

As a safety precaution (in case of a fire during a power failure), the fire suppression
system is not electrically powered. Once the back-up generator is on line, stable power is
established and maintained to all TRS system equipment and facility environmental
control until commercial power is restored.
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CAPTEL OUTAGE PREVENTION

Sprint will provide FCC compliant CapTel service from the two CapTel Service Centers
in Madison and Milwaukee, WI. Sprint's CapTel vendor CapTel Inc. (CTI) operates the
two current CapTel Service Centers in the nation. These unique Centers operate with
enough terminals for 200 agents each, along with support personnel, Technicians, and
Supervisors.

Both CapTel Service Centers are equipped with redundant systems for power,
ACD/telecom switching equipment, call processing servers, data network servers, and
LAN gear. Most equipment failures can be corrected without complete loss of service.

Having two CapTel Service Centers ensures minimum interruptions in service if
something unexpectedly halts operations in one Center or the other such as a flood or a
tornado. In those instances, traffic from one Center can automatically be routed to the
other.
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Appendix G: Disaster Recovery Plan!

Sprint’s comprehensive Disaster Recovery Plan developed for Relay New Hampshire
details the methods Sprint will utilize to cope with specific disasters. The plan includes
quick and reliable switching of calls, network diagrams identifying where traffic will be
rerouted if vulnerable circuits become inoperable, and problem reporting with escalation
protocol. Besides service outages, the Disaster Recovery Plan applies to specific disasters
that affect any technical area of Sprint’s Relay network.

The first line of defense against degradation is the Intelligent Call Router (ICR)
technology that Sprint employs. During a major or minor service disruption, the ICR
feature bypasses the failed or degraded facility and immediately directs calls to the first
available agent in any of Sprint’s eleven fully inter-linked TRS Call Centers. State-
specific call processing software resides at each of Sprint’s Relay Call Centers.
Communications Assistants (CAS) are trained in advance to provide service to other
States; the transfer of calls between centers is transparent to users.

Beyond the ICR, Sprint’s Disaster Recovery Plan details the steps that will be taken to
deal with any problem, and restore the State to its full operating level in the shortest
possible time.

Relay New Hampshire Notification Procedure

To provide Relay New Hampshire with the most complete and timely information on
problems affecting their TRS, the trouble reporting procedure for New Hampshire
includes three levels of response:

e A 3-hour verbal report
e A 24-hour status report
e A comprehensive final report within 5 business days

Sprint will notify the New Hampshire Public Utilities Commission within three hours if a
service disruption of 30 minutes or longer occurs. For service disruptions occurring
outside normal business hours, the initial report will be provided by 8:30 AM on the next
business day. This initial report will explain how the problem will be corrected and an
approximate time when full service will be restored. Within 24 hours of the service
disruption, an intermediate report provides problem status and more detail of what action
is necessary. In most cases, the 24-hour report reveals that the problem has been
corrected and that full service has been restored. The final comprehensive written report,
explaining how and when the problem occurred, corrective action taken, and time and
date when full operation resumed will be provided to the Relay New Hampshire Account
Administrator within five business days of return to normal operation. Examples of
service disruption include:

e ACD failure or malfunction

1 Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s
application to the FCC to renew its TRS program.
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e Major transmission facility blockage
e Threat to CA’s safety or other CA work stoppage
e Loss of CA position capabilities

Performance at each Sprint relay center is monitored continuously 24 hours a day, seven
days a week from Sprint’s Enhanced Services Operation Control Center (ESOCC) in
Overland Park, KS.

Disaster Recovery Procedures

If the problem is within the relay center serving Relay New Hampshire, maintenance can
usually be performed by the on-site technician, with assistance from Sprint’s ESOCC. If
the problem occurs during non-business hours and requires on-site assistance, the
ESOCC will page the technician to provide service remedies. Sprint retains hardware
spares at each center to allow for any type of repair required without ordering additional
equipment (except for complete loss of a center).

Time Frames for Service Restoration
Complete or Partial Loss of Service Due to Sprint Equipment or Facilities

e Sprint Call Center Equipment - A technician is on-site during the normal
business day. The technician provides parts and / or resources necessary to
expedite repair within two hours. Outside of the normal business day a technician
will be on-site within four hours. The technician then provides parts and /or
resources necessary to expedite repair within two hours.

e Sprint or Telco Network Facilities - For an outage of facilities directly serving
the New Hampshire, incoming TRS calls will immediately be routed to one of ten
other centers throughout the US. No calls will be lost. Repair of fiber or network
facilities typically requires less than eight hours.

e Due to Utilities or Disaster at the Center - Immediate rerouting of traffic occurs
with any large-scale center disaster or utility failure. Service is restored as soon as
the utility is restored, provided the Sprint equipment has not been damaged. If the
equipment has been damaged the service restoration for Sprint equipment (above)
applies.

e Due to Telco Facilities Equipment - A Telco equipment failure will not
normally have a large effect on TRS traffic within a state unless it occurs on
Telco facilities directly connected to the call center. In this case, normal Sprint
traffic rerouting will apply. A failure at a Telco central office would only affect
residents served by that office. If this occurs, it is at Sprint’s discretion to
dispatch a technician and the normal Telco escalation procedures would apply.
The Telco escalation process is all during the normal business day; therefore, a
trouble may be extended from one day to the next.

Trouble Reporting Procedures

The following information is required when a Relay New Hampshire user is reporting
trouble:
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Service Description (“Relay New Hampshire”)
Caller’s Name

Contact Number

Calling to/Calling from (if applicable)
Description of the trouble

Service disruptions or anomalies that are identified by Relay New Hampshire users may
be reported to the Sprint Relay Customer Service 800 number (800-877-0996) at any
time day or night, seven days a week. The Customer Service agent creates a trouble ticket
and passes the information on to the appropriate member of Sprint’s Maintenance Team
for action. Outside the normal business day, the ESOCC will handle calls from the
Customer Service agents 24 hours a day, 7 days a week. The Maintenance Team
recognizes most disruptions in service prior to customers being aware of any problem.
Site technicians are on call at each of Sprint’s11 TRS Call Centers to respond quickly to
any event, including natural disasters.

Mean Time to Repair (MTTR)
MTTR is defined and detailed in Tables A-1 and A-2:

Table A-1 Time to Investigate + Time to Repair + Time to Notify

Time to Investigate The time needed to determine the existence of a problem and its scope.

Time to Repair Repair time by Field Operations plus LEC time, if applicable.

From the time repair is completed to the time the customer is notified of

Time to Notify repair completion.
Table A-2 Current MTTR Objectives
Switched Services 8 Hours
Private Lines 4 Hours (electronic failure)
Fiber Cut 8 Hours

Sprint’s Mean Time to Repair is viewed from the customer’s perspective. A critical
element in the equation is the Time to Notify, because Sprint does not consider a repair
complete until the customer accepts the circuit back as satisfactory.

Escalation Procedures

If adequate results have not been achieved within two hours, a Relay New Hampshire
user may escalate the report to the next level. Table A-3 details the escalation levels.

Table A-3 Escalation Levels

2 Regional Maintenance Manager Office Phone Number (913) 253-4394
Cell Phone Number Cell Phone 913-484-2263

3 Senior Manager, Technical Staff Office Phone Number (913) 253-4396
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Service Reliability

Sprint’s service is provided through an all-fiber sophisticated management control
networks support backbone networks with digital switching architecture. These elements
are combined to provide a highly reliable, proven, and redundant network. Survivability
is a mandatory objective of the Sprint network design. The Sprint network minimizes the
adverse effect of service interruptions due to equipment failures or cable cuts, network
overload conditions, or regional catastrophes.

A 100 percent fiber-optic network, with significant fiber miles in New Hampshire,
provides critical advantages over the other carriers. These advantages include:

e Quality

Since voice or data are transmitted utilizing fiber optic technology, the problems of
outdated analog and even modern microwave transmission simply do not apply.
Noise, electrical interference, weather-impacting conditions, and fading are virtually
eliminated.

e Economy

The overall quality, architecture, and advanced technology of digital fiber optics
makes transmission so dependable that it costs us less to maintain, thereby passing the
savings onto our customers.

e Expandability

As demand for network capacity grows, the capacity of the existing single-mode fiber
can grow. Due to the architecture and design of fiber optics, the capacity of the
network can be upgraded to increase 2,000-fold.

e Survivability

Network survivability is the ability of the network to cope with random disruptions of
facilities and/or demand overloads. Sprint has established an objective to provide 100
percent capability to reroute backbone traffic during any single cable cut. This is a
significant benefit to Relay New Hampshire, and a competitive differentiation of the
Sprint network.

Currently, Sprint has over 23,000 miles of its fiber network in place and in service, with a
fiber point of presence (POP) in every Local Access Transport Area (LATA). New
Hampshire’s LATA is served by five Sprint POPs. There are plans for additional fiber
mileage, additional POPs, and added route diversity. There are more than 300 POPs in
service on the network. With one POP in the state, all areas will be adequately serviced
by Sprint.

Switched services are provided via 49 Northern Telecom DMS-250/300 switches at 29
locations nationwide. Three DMS-300s located at New York, NY; Fort Worth, TX; and
Stockton, CA, serve as international gateways. The remaining 46 switches provide
switching functions for Sprint’s domestic switched services. Relay New Hampshire is
primarily served by DMS switches in Salem, Dover, Manchester, Nashua, and
Portsmouth, New Hampshire and Boston and Springfield, Massachusetts.
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Interconnection of the 49 switches is provided in a non-hierarchical manner. This means
that inter-machine trunk (IMT) groups connect each switch with all other switches within
the network. Each of these IMT groups is split and routed through the Sprint fiber
network over SONET route paths for protection and survivability. As an extra precaution
to preclude any call blockage, Dynamically Controlled Routing (DCR) provides an
additional layer of tandem routing options when a direct IMT is temporarily busy.

Reliability is ensured through a corporate commitment to maintain or surpass our system
objectives. Beginning with the network design, reliability and efficiency are built into the
system. Sprint continues to improve the network’s reliability through the addition of new
technologies such as Digital Cross-connect Systems, SONET, and Signaling System 7.

The effectiveness of this highly reliable and survivable network is attributed to the
redundant transmission and switching hardware configurations, SONET ring topology,
and sophisticated network management and control centers. These factors combine to
assure outstanding network performance and reliability for Relay New Hampshire.

Network Criteria

System Capacity

The Sprint network was built with the capacity to support every interLATA and
intraLATA call available in the US. With the continuing development of network fiber
transmission equipment to support higher speeds and larger bandwidth, the capacity of
the Sprint network to support increasing customer requirements and technologies is
assured well into the future.
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Sprint Outage Notification from CapTel Service Center

Performance at the CapTel Service Center is monitored continuously by CTI technicians
24 hours a day, seven days a week. Sprint will be notified by the CapTel Service Center
Manager immediately upon determination of any type of natural or man-made problem
that causes either:

e A complete (100 percent) loss of the CapTel Service Center, OR

e Any partial loss of service in excess of 15 minutes that is service affecting.
Examples of such a loss in service include:
0 An accidental switch rebooting
Loss of transmission facilities through the telephone network
Terrorist attack
Bomb threat or other work stoppage
Sudden loss of agent position capabilities.
Impact to minimum ASA / Speed of Answer times
Acts of God

O O0O0OO00O0

Contact from the CapTel Service Center Manager or designated CTI contact person will
be made to the assigned contact people at Sprint immediately upon awareness of an
outage meeting the above criteria, 24 hours a day, seven days a week including holidays
with the following documentation:

1) What time did the outage happen in CENTRAL TIME?

2) What caused it?

3) Which customers are (or were) impacted?

4) What is (was) the solution to restore service?

5) What is the time that service will be (or was restored by) IN CENTRAL TIME?

Sprint Procedure for Outage Notification to Contract Administrators during
Business Hours

Upon receiving notification from CTI during business hours (8AM to 5PM CT), Sprint
will have one of the below managers contact the Contract Administrator, depending on
availability:

P: (925) 468-4345
John Moore Relay Program Management Mgr M: (925) 895-9176

E: John.E.Moore@sprint.com

. P: (703) 689-5654
Angela Officer Relay Program Manager

E: Angela.Officer@sprint.com

Assigned On-Call Relay Program Manager Relay Program Manager Assigned as necessary
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Upon receiving notification from CTI, Sprint will assess the problem and contact will be
made by email to the Contract Administrator.

In cases of partial loss of service, such as several inoperable CA positions or, local area
network outages, the CapTel Center on-site technician will notify CapTel Service Center
to schedule repair. Only those partial losses of service that are service affecting in excess
of 15 minutes will be email to the state Contract Administrator.

If the problem is within the CapTel Center, maintenance can usually be performed by the
on-site technicians. Hardware spares are retailed at the CapTel Service center to allow
for the most common type of repair required without the ordering of additional
equipment.

Sprint Procedure for Outage Notification to Contract Administrators outside of
Business Hours

Upon receiving notification from CTI outside of business hours (5PM to 8AM CT,
Monday through Friday, and all day Saturday, Sunday and holidays), John Moore (or
Angie Officer) will notify Contract Administrators immediately by email of an outage if
possible, but by no later than 8AM CT the next business day. Follow-ups and post-
mortem will still be provided within the required guidelines.

Disaster Recovery Follow-Up

Upon notifying customers of an outage, Sprint’s contact person will provide regular
updates from CTI to all customers and internal team members. The follow up will be
kept in sync with CapTel Customer Service so that the information shared with customers
from CTI is the same as what customers receive from Sprint.

Disaster Recovery Post-mortem documentation

72 hours (3 days) after the outage is resolved, CTI will need to provide a formal written
analysis of the outage to the designated Sprint people (outlined above).

Sprint will send a document with the analysis to the Contract Administrator. John Moore
will be the primary point of contact for the letter to be shared with customers. If John
Moore is not available, then Angie Officer will provide the letter directly to customers.

1) What time did the outage happen in CENTRAL TIME?

2) What caused it?

3) Which customers are or were impacted?

4) What is the solution to restore service?

5) What is the time that service will be or was restored IN CENTRAL TIME?
6) What will CapTel, Inc do to prevent this from happening again?

CTI will be available to answer questions from Contract Administrators through Sprint.
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Time Frames for Service Restoration

Complete loss of service due to equipment -

e Normal business day — A technician is on site during the normal business day.
The technician will provide parts and/or resources necessary to expedite repair of
the most common problems within two (2) hours.

e Outside of the normal business day — A technician will be on-site within four (4)
hours. The technician will then provide parts and/or resources necessary to
expedite repair of the most common problems within two (2) hours.

Due to Utilities or Disaster at the Center — Service will be restored as soon as the utility is
restored provided the equipment was not damaged. If the equipment was damaged then
refer to the timing in the statement previous (Due to Equipment).

Due to Telco Facilities Equipment — A technician will be dispatched as necessary. The
normal Telco escalation procedures for a partial outage will apply:

e Two hours at first level
e Four hours at second level
e Eight hours at third level

These hours of escalation are all during the normal business day, so a trouble ticket may
be extended from one day to the next.

Partial loss of service — Due to Equipment

e Normal business day — A technician is on site during normal business hours. The
technician will provide parts and/or resources necessary to expedite repair of the
most common problems within four (4) hours.

e Outside of the normal business day — A technician will be on-site within eight (8)
hours. The technician will then provide parts and/or resources necessary to
expedite repair of the most common problems within four (4) hours.

Due to Position Equipment — A technician will be on-site within eight (8) hours, provided
there are not enough positions working to process the forecasted traffic volumes. The
technician will provide parts and/or resources necessary to expedite repair within 48
hours. If there are enough positions functional to process the forecasted traffic, the
equipment will be repaired as necessary by Sprint.

Due to Telco Facilities Equipment — A technician will be dispatched as necessary by
Sprint. The normal Telco escalation procedures for a partial outage will apply:

e Eight hours at first level

e Twenty-four hours at second level
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These hours of Telco escalation are all during the normal business day, so a service
request may be extended from one day to the next.

Trouble Reporting Procedures (for Individual Customers to Customer Service)

All calls concerning customer service issues should be placed by dialing the CapTel
Customer Service at 1-888-269-7477 (800-482-2424 TTY) in English only. A Customer
Service agent will take information concerning:

e Caller’s Name

e Contact Number

e Calling to / Calling from (if applicable)
e Description of the trouble

Report service affecting trouble to Customer Service during normal business hours, 8:00
AM to 5:00 PM Central Time, Monday through Friday. Normal business hours do not
include Saturday, Sunday, and holidays.

Escalations of service affecting issues during normal business hours are followed below:

(888) 269-7477
captel@captelmail.com
(888)-269-7477
Pam.Holmes@captelmail.com

CapTel Customer Service Customer Service Agent

CapTel Customer Service Supervisor Pam Holmes

Captioned Telephone Inc.'s (CTI) Call Pam Frazier (877) 437-4660
Center Director Call Center Director Pam.Frazier@captelmail.com

Table 4 — CapTel Customer Service Escalation Procedures

Hours outside the normal business day are 5:00 PM to 8:00 AM Central Time for every
day of the week (Monday through Friday), and all day Saturday, Sunday, and holidays.
Outside of normal business day hours, a recording will play and trouble calls can leave a
message for customer service to follow up during the next business day.

The recording played to customers outside of CapTel customer service business hours:

Thank you for calling CapTel customer service. Our hours are Monday through
Friday

from 8AM to 5PM central time. You may try again during business hours or leave
a

voice mail message by pressing 3 now.

If the “3” button is pressed, then the customer will hear the following message:
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Thank you for calling CapTel customer service. We are unable to take your call at
this time. Please leave a detailed message with your name and phone number with
area

code, or email address, and a reason for your call, and one of our representatives
will return your call as soon as possible.

Alternative usage for CapTel phone during outage for VCO users.

CapTel phones are equipped with the capability to connect to traditional relay services
even in the event that the captioning service is not available.

In the event that a user cannot reach the captioning center, and the user desires to use any
form of available relay to connect their call, the user can dial 711 (user must dial only
711 and not a relay 800 number in order to change to VCO mode) and be connected to
the in-state relay call center. Their call will be processed via VCO instead of captions.

In VCO mode, no audio from the called party will be processed — just like any other
traditional VCO call.
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Appendix H: Sprint TRS Standard Features Matrix*?

Mandatory Features

This feature allows Relay callers to retrieve their No
B e e At ey S answering machine or voice-mail messages th_rough the Additional
CA (Relay Agent, Relay Operator, Communication Cost
Assistant), referred to in this document as “CA”.
The feature enables an ASCIl user to communicate with
the Relay in full duplex mode. Similar to voice-to-voice Ho
ASCII Split Screen : ; ; ; : i Additional
conversation, it provides interrupt capability as Cost
appropriate for the ASCII user and the voice party.
Automated Number Identification ANl is the telephone number of the line initiating a call. No
{ANI) The number is identified by the switch and passed over Additional
Technology the network to the CA workstation. Cost
No
CA Typing Speed Text transmission of 60 wpm. Additional
Cost
CAs are required to stay with a TRS call for a minimum of No
CA 10-minute In-call replacement 10 minutes and with a 5T5 call for minimum of 15 Additional
minutes. Cost
Caller ID featuring S57 technology is used to deliver the No
Caller ID ten digit phone number of the calling party, when not Additional
blocked through the LEC for local and toll calls. Cost
Call response time is measured from the time it takes the No
el Ti call to hit the CA position from the Relay Center call Additional
SaEsspothea e controller switch. Sprint will adhere to the State’s Cost
requirements regarding answer time.
N
Background Noisss Du_ring the call, TT\,( cal_lers_will be informed of background A:;I)ditional
noises through CA’s tying in parenthesis. Cost
Sprint provides functionally equivalent pager calls, which
are made to beepers and pagers, interactively and non- No
Eeepars and PAgsrs |nteract|vely. Calls are relayed betwee_n |ntera_ctlve paging Additional
services and the Relay users. For non-interactive paging Cost
services, calls are made to leave specific numeric
information to accomplish those calls.
This feature refers to the system’s ability to answer an No
; incoming call based on the previous call in the caller’s s
Branding et Lall Type=Tetnparary communication mode (TTY, Voice, ASCII, VCO, HCO, égft't'o"al
Spanish, Turbo Code, Deaf-Blind).
This feature refers to the system’s ability to brand the No
: caller’s preferred communication mode — TTY, Voice v
= - ' Addit |
BEanite afall TypesRermanens ASCIL, VCO, HCO, Spanish, Turbo Code, Deaf-Blind — COS‘tI s
permanently.
This feature allows Relay callers to choose their preferred No
Carrier-of-Choice Carrier for interstate/international and in some cases Additional
intra-island calls. Cost
No
Cellular/PCS Phone Access Allows Relay Cellular customers to reach the Relay 800 Additional
number(s) to complete Relay calls.
Cost
Through the Customer Database feature, this feature No
Custom Calling Services allows Relay callers to have traditional LEC services i.e. Additional
frequently called numbers. Cost
Allows Relay callers to enter specific information in a
rofile i.e. Carrier-of-Choice, emergency numbers, last He
Customer Database p G " : 5 Additional
number redial, customer notes, frequently dialed Cost
numbers, etc. to expedite their call set-up time.

12 Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s
application to the FCC to renew its TRS program.
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Mandatory Features

Name and Address

Long Distance profile

Frequently Dialed Numbers

Qutdial Information

Customer Notes

Qutdial Restrictions

Emergency Numbers

Customized 800 Access

Deaf-Blind Pacing (Slow-typing)

Delayed Call Announcer

Dialed Number Verification

Directory Assistance
(Intrastate/Interstate)

Emergency Assistance

Enhanced Modems

Error Correction

Gender ID

This information could save valuable time when calling
emergency services.

Callers’ preferred Carrier for in-State and out-of-state long
distance calls. Callers can also indicate their preferred
billing option when placing long distance calls.

This feature allows users to set up and access “speed dial”
calls through the Relay.

This feature allows the CAto be aware asto howthe
caller answers the phone and which language type they
will communicate in.

This feature informs the CA of special requests to handle
calls i.e. “do not announce the service”, preferred CA
gender, etc.

Callers may restrict the type of call i.e. long distance,
international, 900, etc. to be placed through the Relay.

Callers may enter emergency numbers such as fire, doctor,
police, etc. to expedite the emergency call processing.

Each State has dedicated Relay 800 numbers to access the
Relay service.

This feature provides functionality that automatically
slows the transmission of data to Deaf-Blind users. The
default speed is 15 wpm and the speed can be increased
at the caller’s request in 5-wpm increments.

Sprint sends a delayed call announcer when the call is not
answered within 30 seconds. The feature alerts Relay
callers that they are on-line and on hold for next available
CA.

This feature echoes the number being outdialed and the
call type inthe TTY Dial string macro. This feature helps
TTY callers know if a number has been misdialed and the
type of call they are placing.

This feature allows Relay callers to reach Directory
Assistance at rates no greater than that of traditional
voice users. When the number is obtained, the caller may
choose to place the call through the Relay or dial direct.

This service provides emergency assistance for Relay
callers through Sprint’s E911 database and/or their
Customer Database profile.

Sprint’s TRS modems support enhancements in ASCII
communication protocols. The capabilities of Sprint’s
modems include auto detection; connections with
modems up to 14.4k; and faster ASCll detection (3
seconds).

Sprint Relay workstations are equipped with the Error
Correction capability to automatically correct common
typographical errors and spell out abbreviations, while
increasing typing speed and reducing conversational
minutes.

This feature provides the gender of CAs in the TTY
greeting macro.

Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost
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Mandatory Features

Hearing-Carry-Over (HCO)

HCO-HCO

HCO Permanent Branding

HCO-TTY

Voice-Carry-Over (VCO)

Two-line VCO

Reverse 2-Line VCO

VCO-HCO

VCO-VCO

VCO-TTY

VCO w/ Privacy/NO GA

VCO Permanent Branding

Inbound International

Intelligent Call Router

Intercept Message

HCO allows speech-disabled or mute users with normal
hearing to listen to the person they are calling. The HCO
user types his/her conversation for the CAto read and
voice to the standard (voice) telephone user.

HCO users can contact HCO users through the Relay. The
CA will voice to both parties what is typed on each user’s
TTY.

The permanent branding enables HCO callers to listen
during call set-up. The HCO brand greeting macro is:

[STATE]REL&Y 12 34F YOU MaAY HEAR VOICE OR USE TTY GA

HCO users can contact TTY users through the Relay. HCO
users can listen while the CA is reading /voicing the TTY
user’s typed message. The HCO user types their
conversation directly to the TTY user.

VCO allows Deaf or Hard-of-Hearing people who prefer to
use their own voice to speak directly to the party they are
calling. The CA types the voiced responses back to the
VCO user who can read the typed messages across the
TTY screen.

This feature allows VCO callers with two telephone lines
to use one line to speak directly to the hearing person
while the other line is used to receive the CA’s ty ped
responses simultaneously. Two-Line VCO offers a more
natural flow of conversation without pauses required
with single line calls.

This feature is similar to Two-line VCO. In RZLVCO, a VCO
user receives a call from a voice user first then
dials/connects the Relay CA.

VCO users can contact HCO users through the Relay. The
VCO user speaks directly to the HCO user and the HCO
user types their conversation directly to the VCO user.

YCO users can contact other YCO users through the Relay.
The CA listens to VCO users speak and type the spoken
words for the parties at both ends.

VYCO users can contact TTY users through the Relay. The
VCO user can use his/her own voice and the CA will listen
to the VCO caller’s spoken words then type the message
to the TTY user. The TTY user types directly to VCO user
without any CA interaction.

This is similar to the standard VCO feature however; the
CA will not hear the VCO caller speaking through the
Relay. The CA will only type voiced responses back to the
VCO user.

This feature enables VCO callers to set-up the call without
typing. The permanent VCO brand greeting macro would
be:

[STATE]RELAY 1234F VOICE (OR TYPE) NOW GA

From any international destinations outside of United
States, callers can reach the Relay through Sprint's
international inbound 10-digit number- 605-224-1837.

Dynamic Call Routing technology automatically and
seamlessly routes Relay calls to the first available English
or Spanish CA in the network.

This feature provides intercept messages in voice and TTY
in event of system failure occurrence within the Relay
switch, Center, or outbound circuits.

Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost
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Mandatory Features Cost

Relay users can request the CAto redial their last number.
b e Sprint TRS is designed to store the user’s last number N;)d' o)
LasthumeerRedia dialed and it is dialed upon the user’'s command, '2 tltlona
05
“LAST NUMBER REDIALPLS GA” OR “LNR GA”™.
; ; : No
Vsl Extendet Riss service Calle.rs who.subscrlbe t.o extended area service plans will Additional
receive equivalent service through the Relay. Cost
This feature reduces redials when CAs receive audio-text No
e e |nterac.t|on machlngs. In mos.t cases, it a!lows the callers Additional
to receive all of the information on the first call and
. ; Cost
eliminates the number of redials.
This feature allows Relay callers to reach regionally No
Restricted 800/888/877/866/855 restricted or regionally directed 800/888/877/866/855 Additional
toll-free numbers. Cost
Sprint offers Spanish Services, which offers Spanish-to-
Spanish-to-Spanish Spfanlsh Relay s.erwce,whlch. are handle.d by proflme.n.t No -
bilingual (5panish) CAs. Their workstations are modified Additional
to provide macros and other functions to the caller in Cost
Spanish.
The command “S” typed by a Speech-Disabled person No
Speech Disabled Indicator would inform the CAthat a Speech-Disabled person is on Additional
the line. Cost
This service enables Speech-Disabled customers to use No
Speech-to-Speech their voice, with assistance from CA if necessary, to Additional
communicate with each other through the Relay. Cost
No
. o This feature offers the ability to toggle between inbound "
Addit |
Text/Voice Transmission TTY, ASCII, TurboCode™, and Voice calls. Hona
Cost
When calls are carried over the Sprint network, intrastate
calls are typically discounted by 35% Day, 25% Evening,
. . No
Toll DI " and 10% Night/ Weekend off intrastate MTS rates and Aelditinal
ot Discounts interstate calls are discounted by 50% off interstate MTS
iy . . Cost
rate. State specific requirements may result in a change to
the standard discounts.
Sprint’s system has the capability of transferring Relay No
Transfer Gate capabilities callers to English TTY Operator Service and Relay 24-hour Additional
Customer Service. Cost
Relay users can reach Sprint’s TRS Customer Service,
which is available 24 hours-a-day, 7 days-a-week to No
TRS Customer Service request information, or to offer commendations and Additional
submit complaints. The toll-free number is: 1-800-676- Cost
3777 TTY/Noice/ASCIl/Spanish.
Sprint’s TTY Operator services can complete TTY-to-TTY
SN ; p f : No
. calls; obtain Directory Assistance information; or receive "
TTY Qperatar Services (OSD) : o o Additional
credit for erroneous billing. The toll-free number is: Cost
1-800-855-4000.
This feature allows enhanced baudot transmission speed No
TurboCode™ upto 110 V\T/,(u)\rdsfpe.rimlnu‘.[e. It enables TTY callers with Aelditinal
TurboCode ™ capability to interrupt during the
i Cost
transmission of the call.
This feature (macro) enables Relay callers to know when No
Variable Time Stamp Macro their called party had disconnected and relays the last Additional
spoken words. Cost
Velice call prograssion This. system upgra.de a.IIov.vs Voice or HCO callers to listen Egditional
during call set-up i.e. ringing, busy.
Cost
Volte GerderiD This feature (macro) informs the outbound TTY caller the E;’ditional
gender of their caller. Cost
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Mandatory Features

Pay-Per-Call

7-1-1

Sprint provides access to Pay-Per-Call Services (900) via a
toll-free 900 number which observes LEC restrictions so
that customers do not have to register blocks with the
Relay.

With cooperation of Local Exchange Companies, the Relay
can accept 711 calls.

No
Additional
Cost

No
Additional
Cost
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Appendix I: Policy on 10- and 15-Minute Rule*®

Sprint understands that a change of CAs can interrupt the natural call flow. Therefore,
Sprint strives to keep the same CA dedicated to each call. Sprint will ensure that the CA
remains on the call for at least 10 minutes (or 15 minutes for Speech-to-Speech call). If
a change of CA is unavoidable, CAs are trained to make this transition as smoothly as
possible and will inform both parties.

A CA change may occur for the following reasons:

Customer requests change of CA

End user verbal abuse of CA or obscenity towards CA

The call requires a specialist (Speech-to-Speech, another language)

IlIness

Potential conflict of interest (i.e. the CA identifies an end user as a family member
or friend)

In instances where it is necessary to change CAs, a second CA will plug in their headset
at the position and watch the call for several minutes in order to assess the “spirit” of the
call and make the transition smoother. After several minutes of observation, the second
CA will wait until the voice person stops speaking and all conversation has been relayed
and will then type to the TTY user:

(CA# CONTINUING UR CALL).

The CA will say to the non-TTY user:

“THIS IS CA# CONTINUING YOUR CALL.”

During initial training, trainees are required to practice this procedure. In addition, a
training video was developed that clearly shows the procedure and how to ensure it is as
smooth as possible.

3 Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s
application to the FCC to renew its TRS program.
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Appendix J: Sprint Compliance with Standards Matrix"

FCC Order

FCC Requirement ‘ Sprint’s Commitment

Ref. 90-571

Provision of Services

Each common carrier providing telephone voice
transmission services shall provide, not later than
July 26, 1993, in compliance with the regulations
prescribed tin this section, throughout the area in
which it offers services, telecommunications relay
services, individually, through designees, through
a competitively selected vendor, or in concert with
other carriers.

Speech-to-speech relay service shall be provided
by March 1, 2001.

Interstate Spanish language relay service shall be
provided by March 1, 2001.

In addition, not later than October 1, 2001, access
via the 711 dialing code to all relay services as a
toll free call.

Operational Standards

Communications Assistant (CA) Competency
Skills

CA:s are to be sufficiently trained to effectively
meet the specialized communications needs of
individuals with hearing and speech disabilities.

CAs must be competent skills in typing, grammar,
spelling, and interpretation of typewritten ASL,
familiarity with hearing and speech disability
cultures, languages, and etiquette.

Typing Speed - 60 WPM with technological aids

Oral-to-type tests

VRS ‘qualified’ Interpreters

Sprint has been a TRS provider since September 1,
1990. As of July 1, 2004, Sprint provides TRS to
32 States, the Federal Government, Common
wealth of Puerto Rico, and three resellers.

Sprint was the first TRS provider to offer Speech-
to-speech relay service (California, 1996).

Sprint was the first TRS provider to offer intrastate
and interstate Spanish services (Texas, 1991). As a
standard offering of TRS, Sprint provides Spanish
services to the States. Sprint also is the only TRS
provider to offer Spanish-speaking Customer
Service.

Sprint fully implemented 711 accesses for all of its
States on October 1, 2001. Sprint Local and
wireless divisions have implemented 711 access on
September 15, 2001.

Sprint requires that all CAs have a high school
graduate equivalency as a minimum qualification
for the job.

All CAs are tested and evaluated to ensure Relay
skills meet the following FCC Guidelines. CA
training provides familiarity with hearing, deaf,
and Speech-Disabled cultures and ASL translation.

Each Sprint CA is required to take the 60 WPM
typing test quarterly (four times a year).

Sprint administers Oral-to-type tests.

Sprint VRS interpreters are qualified interpreters
that adhere to RID Code of Ethics.

Confidentiality & Conversation Context

CAs are prohibited from disclosing the content of
any relayed conversation regardless of content

CAs are trained and evaluated to ensure all aspects
of confidentiality are maintained and
conversational context is properly provided.

4 Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s
application to the FCC to renew its TRS program.
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FCC Order
Ref. 90-571

|

Certain exceptions are provided for Speech-to-
Speech calls.

CAs are prohibited from intentionally altering a
relayed conversation and must relay all
conversation verbatim unless specifically
requested to do otherwise

Types of Calls

CA:s are prohibited from refusing single or
sequential calls or limiting the length of calls
utilizing relay services.

TRS shall be capable of handling any type of call
normally provided by common carriers.

Sprint’s Commitment

Sprint CAs are prohibited from disclosing any call
content.

STS CAs are permitted to retain info from a call in
order to facilitate the completion of consecutive
subsequent calls.

CA s relay calls verbatim and do not alter relayed
conversation.

During the annual merit reviews, each CA reviews
the confidentiality and code of ethics with his/her
team supervisor.

CAs process all calls and never prohibit sequential
calls or limit length of calls.

Sprint TRS is capable of handling all call types
normally provided by common carriers

Handling of Emergency Calls

Providers must use a system for incoming
emergency calls that, at a minimum, automatically
and immediately transfers the caller to an
appropriate PSAP.

A CA must pass along the caller’s number to the
PSAP when a caller disconnects before being
connected to emergency services.

In-call Replacement of CAs

CAs answering and placing a TTY-based TRS or
VRS call must stay with the call for a minimum of
10 minutes.

STS CAs — 15 minutes.

Via E911 database, Sprint automatically and
immediately connects the caller to an appropriate
PSAP.

CA s pass along the caller’s number to the PSAP
when the caller disconnects prior to be connected
to the emergency service.

TRS and VRS CAs stay on the call for a minimum
of 10 minutes.

STS CAs stay on the call for a minimum of 15
minutes.

CA Gender Preferences

TRS providers must make best efforts to
accommodate a TRS user’s requested CA gender
when a call is initiated and, if a transfer occurs, at
the time the call is transferred to another CA.

Sprint users are able to request the gender of the
CA. Sprint makes every effort to satisfy this
request and to maintain the same gender during
transfers.
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FCC Order

STS Called Numbers

STS users must be provided the option to maintain
a list of names and phone numbers that the STS
user calls. When the STS user requests one of
these names, the CA must repeat it and state the
phone number to the STS user.

This information must be transferred to any new
provider.

Technical Standards

ASCII & Baudot

TRS shall be capable of communicating with
ASCII & Baudot format at any speed generally in
use.

Sprint’s Commitment

Sprint offers STS users the option of maintaining a
list of names and phone numbers. When the STS
user requests a name, the STS CA will repeat the
name and the number to user.

Sprint will provide the STS user information to
any new provider.

Sprint TRS communicates with Baudot and ASCII
in all speeds that are generally in use.

The following Baudot codes are available on
Sprint TRS’ platform: Baudot 45.5, Baudot 50,
Turbo Code, and E Turbo Code.

Speed of Answer

TRS shall include adequate staffing to ensure 85%
of all calls answered within 10 seconds by any
method which results in the caller’s call
immediately being placed, not put in a queue or on
hold.

Abandoned calls shall be included in the speed-of-
answer calculation.

Speed of Answer is to be measured on a daily
basis.

The system shall be designed to a P.01 standard.

Equal Access to IXCs

TRS users shall have access to their chosen IXC
carrier through the TRS and to all other operator
services, to the same extent that such access is
provided to voice users.

Sprint ensures that 85% of all calls are answered
within 10 seconds and that caller’s calls are
immediately placed. Sprint does not put calls in a
queue or on hold.

Abandoned calls are included in the speed-of —
answer calculation.

Speed of Answer is measured on a daily basis.

Sprint’s system is designed to the P.01 standards.

Sprint provides users with access to their IXC
carrier through the Sprint Carrier of Choice
program allowing for the same access that is
provided to voice users.

TRS Facilities

TRS shall operate everyday, 24 hours a day.

TRS shall have redundancy features functionally
equivalent to the equipment in normal central
offices, including uninterruptible power for
emergency use.

Adequate network facilities shall be used in
conjunction with TRS.

Sprint TRS is available 24 hours a day, everyday.

Sprint has redundancy features that provide
functional equivalency, including uninterruptible
power for emergency use.

Sprint’s network facilities are sufficient to ensure
that the probability of a busy response due to loop
trunk congestion is functionally equivalent to what
a voice caller would experience.
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Technology

No regulation set forth in this subpart is intended
to discourage or impair the development of
improved technology that fosters the availability of
telecomm to people with disabilities.

VCO & HCO technology are required to be
standard features of TRS.

Sprint’s Commitment

Sprint is the nation’s leader in the development
and offering of technological features for TRS.
Sprint has introduced over fifty key product
enhancements including Split Screen ASCII,
Customer Database, Turbo Code, E Turbo
Code/Dial Through, Gated VCO, Voice call
progression.

Sprint provides VCO and HCO technology as
standard features as well as several variations on
these technologies.

Voicemail & Interactive Menus

CAs must alert the TRS user to the presence of a
recorded message & interactive menu thru a hot
key on the CA’s terminal.

TRS providers shall electronically capture
recorded messages & retain them for the length of
the call, & may not impose any charges for
additional calls that must be made by the user in
order to complete calls involving recorded or
interactive messages.

TRS will handle pay-per-calls.

Functional Standards

Consumer Complaint Logs

States must maintain a log of complaints including
all complaints about TRS to include minimum
include the date the complaint was filed, the nature
of the complaint, the date of resolution and an
explanation of the resolution.

States & TRS providers shall submit to the FCC by
July 1 of each year, summaries of logs indicating
the number of complaints received for the 12-
month period ending May 31.

CAs keep the user informed and notify of the
presence of recorded messages and interactive
menus. CA positions have hot key functionality
that electronically capture recorded messages and
retain them for the length of the call.

Sprint does not charge for any additional calls
necessary to complete call involving recorded or
interactive menus.

Sprint was the first provider to process pay-per-
calls (Texas, 1996).

Sprint maintains a log of all complaints. The log
includes all of the required fields including the
date, the nature, the date of resolution, and the
explanation of resolution.

Sprint provides summaries of the logs, which
indicate the number of complaints received for a
12-month period ending May 31

Sprint has submitted annual summary of Consumer
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Contact Persons

States must submit to the FCC a contact person or
office for TRS consumer information and
complaints about intrastate TRS.

Sprint’s Commitment

Complaints log report:

June 1, 2002-May 31, 2003
June 1, 2003-May 31, 2004
June 1, 2004-May 31, 2005
June 1, 2005-May 31, 2006
June 1, 2006-May 31, 2007

Sprint provides full support, including a primary
point-of-contact, to contract administrators to meet
FCC requirements.

Public Access to Info

Carriers, through publication in their directories,
periodic billing inserts, placement of TRS
instructions, in phone directories, DA services, &
incorporation of TTY numbers in phone
directories, shall assure that callers are aware of all
forms of TRS.

Conduct ongoing education and outreach programs
to publicize availability of 711 access.

Rates

TRS users shall pay rates no greater than the rates
paid for functionally equivalent voice
communication services with respect to such
factors as the duration of the call, the time of day,
and the distance from the point of origination to
the point of termination.

Sprint follows all FCC requirements for public
access to information and publishes in directories,
brochures and billing inserts, instructions for TRS
including 711 access in phone directories, DA
services and the incorporation of TTY numbers in
phone directories to assure that callers are aware of
all forms of TRS.

Sprint regularly provides 711 dialing information
in its education and outreach programs.

Sprint TRS users pay rates no greater than the rates
paid for functionally equivalent voice
communication services.

Jurisdictional Separation of Costs

(i) General, where appropriate, costs of providing
TRS shall be separated in accordance with the
jurisdictional separation procedures and standards
set for in the Commission’s regulations

(ii) Cost recovery, Costs caused by interstate TRS
shall be recovered from all subscribers for every
interstate service, utilizing a shared-funding cost
recovery mechanism

(iii) Telecommunications Relay Services Fund —
To be administered by the National Exchange
Carrier Association, Inc. (NECA)

Complaints

(i) Referral of complaint,

(ii) Intrastate complaint resolution,

(i) Sprint follows FCC requirements in the
jurisdictional separation of costs.

(ii) Interstate TRS is recovered from all subscribers
for every interstate service utilizing the shared-
funding cost recovery mechanism.

(iii) Sprint works with NECA for reimbursement
of interstate minutes.

The Sprint TRS Customer Contact process is fully
compliant with all FCC Requirements.
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(iii) Jurisdiction of Commission,

(iv) Interstate complaint resolution,

(v) Complaint Procedures

Sprint’s Commitment

Treatment of TRS Customer Info

Future contacts between the TRS administrator and
the TRS vendor shall provide for the transfer of
TRS customer profile data from the outgoing TRS
vendor to the incoming TRS vendor. Such data
must be disclosed in usable form at least 60 days
prior to the provider’s last day of service, and shall
not be sold, distributed, shared or revealed in any
other way by the relay provider or its employees,
unless compelled to do so by lawful order.

State Certification

Per FCC’s Public Notice on TRS State Re-
certification released 5/1/02, the FCC requests an
application be submitted through State’s Office of
the Governor or other delegated executive office
empowered to provide TRS.

Sprint transfers TRS customer profile data to
incoming TRS vendors. The data is provided in
usable form at least 60 days prior to the last day of
service and is not sold, distributed, shared or
revealed in any other way by Sprint, or Sprint
employees.

Sprint provides each Sprint TRS state a re-
certification packet and assists in the re-
certification process.

Concluded that TRS providers should have access
to SS7 or similar technology to make Caller ID and
other benefits available and facilitate provision of
TRS. (116)

Concluded that TRS providers are required to
observe FCC'’s rules pertaining to Caller 1D and
call blocking services. (122)

Concluded that when a TRS facility is able to
transmit any identifying information to the
network, the TRS facility must pass through, to the
called party, the number of TRS facility, 711, or, if
possible, the 10-digit number of the calling party.
The identifying information passed through the
TRS facility to the called party is to be determined
by the TRS Provider.(125)

Concluded that the following call types are
adopted as mandatory minimum standards of TRS.

Two Line VCO
Two Line HCO
HCO-to-TTY
HCO-to-HCO
VCO-to-TTY
VCO-to-VCO

This requirement is waived for Internet Relay and
Video Relay Services through December 31, 2007.
(136)

Sprint’s SS7 platform supports Caller ID services.

Sprint complies with all FCC rules pertaining
Caller ID and call blocking services.

Sprint‘s SS7 platform transmits the 10-digit
number for local and toll calls. Sprint’s SS7
platform also will recognize the ID blocking
indicators.

Sprint has provided the VCO and HCO calling
combinations since 1996.

92



FCC Order
Ref. 90-571

|

Required that all TRS facilities be able to pass
emergency callers to the appropriate PSAP within
twelve months of publication of this Order in the
Federal Register (8/24/03). (142)

This requirement has been waived for Internet
Relay and Video Relay Services. (under separate
Orders for SRO and VRS)

This feature allows a TTY user to retrieve voice
messages left on his or her voice mailbox or voice
answering machine by an incoming call from a
third party.

Concluded that the answering machine retrieval to
be provided on interstate and intrastate basis by
8/24/03. (162)

Sprint’s Commitment

Sprint immediately connects emergency callers to
an “appropriate” PSAP as defined by the FCC.

Sprint has provided the Answering Machine
Retrieval since 1996.

Call release allows a CAtosetupa TTY-to-TTY
call that once set up does not require the CA to
relay the relay the conversation.

Ruled that once the CA signs off, or be “released,”
after the two TTY parties are connected, at this
point, the call ceases to be a TRS call subject to the
per-minute reimbursement.” (168)

This requirement is waived for Internet Relay and
Video Relay Services.(76)

Speed dialing allows users to manually store a list
of telephone numbers with designated speed
dialing codes in the TRS user’s consumer profile.

This requirement is waived for Internet Relay and
Video Relay Services.(f76)

Sprint has provided the Call Release feature since
2003.

Once a call is “released” from the CA workstation,
the call is no longer a relay call and accordingly
will not be charged to the state customer.

Sprint has provided Speed Dialing or Frequent
Dialed Numbers feature since September 1, 1996.

Three-way calling feature is generally arranged in
one of two ways. (173)

1. The TRS consumer may request that the CA set
up the call with two other parties

or;

2. The second way is to set up a three-way call is
for TRS user to connect to two telephone lines at
the same time from his or her premises by using
the telephone’s switch hook (or “flash™) button.

This requirement is waived for Internet Relay and
Video Relay Services.(76)

Sprint has supported three-way calling capabilities,
from the customer’s premises, since September 1,
1995.

93



FCC Requirement

Each common carrier providing
telephone voice transmission
services shall provide, not later
than July 26, 1993, in compliance
with the regulations prescribed
tin this section, throughout the
area in which it offers services,
telecommunications relay
services, individually, through
designees, through a
competitively selected vendor, or
in concert with other carriers.

Speech-to-speech relay service
shall be provided by March 1,
2001.

Interstate Spanish language relay
service shall be provided by
March 1, 2001.

In addition, not later than October
1, 2001, access via the 711
dialing code to all relay services
as a toll free call.

FCC CapTel Declaratory
Ruling

(FCC 03-190)

The Communications Act defines
TRS as “telephone transmission
services that provide the ability
for an individual who has hearing
or speech impairment to engage
in communication by wire or
radio with a hearing individual in
a manner that is functionally
equivalent to the ability of an
individual who does not have a
hearing impairment or speech
impairment to communicate
using voice communication
services by wire or radio.” Since
TRS calls handled via captioned
telephone VCO service fall
squarely within this definition —
i.e. they allow communications
between persons with hearing or
speech disabilities and persons
without such disabilities — we
conclude that captioned telephone
VCO service falls within
statutory definition of TRS. (17)

Appendix K: Sprint CapTel Compliance with Minimum Standards Matrix *°

Sprint’s Commitment

Sprint has been a CapTel
provider, on trial basis, since May
1,2002. OnJanuary 1, 2004,
Sprint successfully converted
CapTel trial into a FCC-
complaint CapTel service, first -
ever in the TRS Industry.

Speech-to-speech relay service
for CapTel is waived by FCC.
See Section 64.604 A.3.

Sprint is also the first CapTel
provider to offer intrastate and
interstate Spanish services on
January 1, 2004.

Sprint is able to process inbound
711 calls to include access to
CapTel services.

15 Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s
application to the FCC to renew its TRS program.
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Operational Standards

Communications Assistant (CA)
Competency Skills

CA:s are to be sufficiently trained
to effectively meet the
specialized communications
needs of individuals with hearing
and speech disabilities.

CAs must have competent skills
in typing, grammar, spelling, and
interpretation of typewritten
ASL, familiarity with hearing and
speech disability cultures,
languages, and etiquette.

Typing Speed - 60 WPM with
technological aids

Oral-to-type tests

FCC CapTel Declaratory
Ruling

(FCC 03-190)

Requirement applies.

Use of CapTel’s voice
recognition software “is a
permissible means ...for
achieving the CA’s competency
skills required by the TRS
mandatory minimum standards”
(139).

Waived. Interpreting typed ASL
is not applicable.

Use of voice recognition
technology in the provision of
CapTel VCO service “is a
permissible means for ...
enhancing transmission
speed...”(139)

Waived. Permits use of Oral-to-
text tests instead.

Sprint’s Commitment

Sprint requires that all CapTel
CAs have a high school graduate
equivalency as a minimum
qualification for the job.

All CapTel CAs are tested and
competent in typing, grammar,
and spelling to ensure skills meet
the following FCC Guidelines.
CapTel CA training provides
familiarity with hearing, deaf,
and Speech-Disabled cultures.

A captioned telephone user does
not type in making a call,
therefore is never the opportunity
for the CA to have to interpret
typewritten ASL

CapTel’s voice recognition
technology transmits above 100
WPM.

Oral to text tests are given to all
CapTel CAs

Confidentiality & Conversation
Context

CAs are prohibited from
disclosing the content of any
relayed conversation regardless
of content.

CA:s are prohibited from
intentionally altering a relayed
conversation and must relay all
conversation verbatim unless
specifically requested to do
otherwise.

Requirement applies.

Requirement applies.

CapTel CAs are trained and
evaluated to ensure all aspects of
confidentiality are maintained
and conversational context is
properly provided.

CapTel CAs are prohibited from
intentionally altering a relayed
conversation and will relay all
conversation verbatim.
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Types of Calls

CA:s are prohibited from refusing
single or sequential calls or
limiting the length of calls
utilizing relay services.

TRS shall be capable of handling
any type of call normally
provided by common carriers and
can decline calls if credit card
authorization is denied.

FCC CapTel Declaratory
Ruling

(FCC 03-190)

Waived for outbound calls ( 46)
because the CapTel CA is not
involved in call set up and cannot
refuse the call (146)

Not waived for inbound calls to a
CapTel user made through a TRS
facility. However, if call is made
directly to the captioned
telephone access number no set
up is involved and the CapTel
CA cannot refuse to call (146).

Requirement applies.

Note: The requirement to provide
711 dialing is waived for
outbound calls made from a
CapTel phone. Inbound 711
calling waived for one year
(8/1/03 - 7/31/04).

Also STS and HCO are waived
(129).

Sprint’s Commitment

CapTel users dial sequential calls
directly therefore there is no way
for a CapTel CA to refuse
sequential calls or limit length of
calls.

CapTel will not refuse single or
sequential inbound calls or limit
the length of calls utilizing the
service. Ifan inbound call is
made to a captioned telephone
user via the captioned telephone
access number, set-up is
automatic, and thus there is no
way for a CA to refuse the call.

CapTel is capable of handling all
call types normally provided by
common carriers.

Handling of Emergency Calls

Providers must use a system for
incoming emergency calls that, at
a minimum, automatically and
immediately transfers the caller
to the nearest PSAP.

A CA must pass along the
caller’s number to the PSAP
when a caller disconnects before
being connected to emergency
services.

In-call Replacement of CAs

CAs answering and placing a
TTY-based TRS or VRS call
must stay with the call for a
minimum of 10 minutes.

Requirement applies.

Requirement applies.

Requirement applies.

CapTel user dials 9-1-1. Sprint
will route the call directly to the
most appropriate PSAP.

The 911 PSAP center will receive
the caller’s Automated Number
Identification and Automated
Locator Identification. If the call
is disconnected, the 911 center
will call the CapTel user back.

CapTel CAs stay on all calls for a
minimum of 10 minutes.
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CA Gender Preferences

TRS providers must make best
efforts to accommodate a TRS
user’s requested CA gender when
a call is initiated and, if a transfer
occurs, at the time the call is
transferred to another CA.

STS Called Numbers

STS users must be provided the
option to maintain a list of names
and phone numbers that the STS
user calls. When the STS user
requests one of these names, the
CA must repeat it and state the
phone number to the STS user.

This information must be
transferred to any new provider.

Technical Standards

ASCII & Baudot

TRS shall be capable of
communicating with ASCII &
Baudot format at any speed
generally in use.

FCC CapTel Declaratory

Ruling
(FCC 03-190)

Waived. (1 36, 47-48).

Waived. (129)

Waived. (153-54)

Sprint’s Commitment

Speed of Answer

TRS shall include adequate
staffing to ensure 85% of all calls
answered within 10 seconds by
any method which results in the
caller’s call immediately being
placed, not put in a queue or on
hold.

Abandoned calls shall be
included in the speed-of-answer
calculation.

Speed of Answer is to be
measured on a daily basis.

The system shall be designed to a
P.01 standard.

Equal Access to IXCs

TRS users shall have access to
their chosen IXC carrier through
the TRS and to all other operator
services, to the same extent that
such access is provided to voice
users.

Requirement applies

Requirement applies.

Requirement applies.

Requirement applies.

Sprint CapTel ensures that 85%
of all calls are answered within
10 seconds and that caller’s calls
are immediately placed. Sprint
does not put calls in a queue or
on hold.

Abandoned calls are included in
the speed-of —answer calculation.

Sprint CapTel system is designed
to a P.01 standard or greater
measured on a daily basis.

CapTel users will be able to
choose their IXC carrier through
the CapTel Carrier of Choice
program allowing for the same
access that is provided to voice
users.
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TRS Facilities

TRS shall operate everyday, 24
hours a day.

TRS shall have redundancy
features functionally equivalent
to the equipment in normal
central offices, including
uninterruptible power for
emergency use.

Adequate network facilities shall

be used in conjunction with TRS.

Technology

No regulation set forth in this
subpart is intended to discourage
or impair the development of
improved technology that fosters
the availability of telecomm to
people with disabilities.

VCO & HCO technology are
required to be standard features
of TRS.

FCC CapTel Declaratory
Ruling

(FCC 03-190)

FCC noted that CapTel is not a
mandated service but stated that
CapTel is a form of enhanced
VCO service. It allowed
interstate reimbursement from the
Interstate TRS Fund. For a
provider to be eligible for
reimbursement from the Interstate
TRS Fund for the provision of
TRS, the provider must either
meet the mandatory minimum
standards or request and receive
waivers of the standards. ( 22,
24)

State TRS programs, of course,
are free to offer this service and
to reimburse providers of
intrastate captioned telephone
VCO service. (122).

FCC acknowledged that CapTel
is an enhanced VCO service of
TRS (1 44).

Waived for HCO. (1 29)

Sprint’s Commitment

Sprint CapTel is available 24
hours a day, everyday.

Sprint CapTel has redundancy
features that provide functional
equivalency, including
uninterruptible power for
emergency use.

Sprint CapTel network facilities
are sufficient to ensure that the
probability of a busy response
due to loop trunk congestion is
functionally equivalent to what a
voice caller would experience.

Sprint is the nation’s leader in the
development and offering of
technological features for TRS.
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Voicemail & Interactive Menus

CAs must alert the TRS user to
the presence of a recorded
message & interactive menu thru
a hot key on the CA’s terminal.

TRS providers shall
electronically capture recorded
messages & retain them for the
length of the call, & may not
impose any charges for additional
calls that must be made by the
user in order to complete calls
involving recorded or interactive
messages.

TRS will handle pay-per-calls.

Functional Standards

Consumer Complaint Logs

States must maintain a log of
complaints including all
complaints about TRS to include
minimum include the date the
complaint was filed, the nature of
the complaint, the date of
resolution and an explanation of
the resolution.

States & TRS providers shall
submit to the FCC by July 1 of
each year, summaries of logs
indicating the number of
complaints received for the 12-
month period ending May 31.

Contact Persons

States must submit to the FCC a
contact person or office for TRS
consumer information and

complaints about intrastate TRS.

FCC CapTel Declaratory
Ruling

(FCC 03-190)

Requirement applies.

Requirement applies.

Requirement applies.

Requirement applies.

Sprint’s Commitment

CapTel user both hears and
interacts directly with the
recorded message and makes the
selections as requested by the
interactive menu. The CapTel
user is alerted to the presence of a
recording by hearing the
recording and seeing the captions
of the recording as the message is
played.

CapTel users can replay
messages as required until the
message is both heard and read as
captions. The user can stay on
the line as long as desired until
the message is heard in its
entirety or replayed. This is
requested by the user directly.
The CapTel user interacts with
the recorded message system
directly. This is treated as one
call.

Sprint CapTel supports pay-per-
call call types.

Sprint CapTel maintains a log of
all complaints. The log includes
all of the required fields including
the date, the nature, the date of
resolution, and the explanation of
resolution.

Sprint CapTel provides
summaries of the logs, which
indicate the number of
complaints received for a 12-
month period ending May 31°.

Sprint CapTel provides full

support, including a primary
point-of-contact, to contract
administrators to meet FCC

requirements.
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FCC Requirement Ruling
(FCC 03-190)

Public Access to Info

Carriers, through publication in Requirement applies.
their directories, periodic billing

inserts, placement of TRS

instructions, in phone directories,

DA services, & incorporation of

TTY numbers in phone

directories, shall assure that

callers are aware of all forms of

TRS.

Conduct ongoing education and
outreach programs to publicize
availability of 711 access.

Rates

TRS users shall pay rates no Requirement applies.

greater than the rates paid for
functionally equivalent voice
communication services with
respect to such factors as the
duration of the call, the time of
day, and the distance from the
point of origination to the point
of termination.

Sprint’s Commitment

Sprint follows all FCC
requirements for public access to
information and publishes in
directories, brochures and billing
inserts, instructions for TRS
including 711 access in phone
directories, DA services and the
incorporation of TTY numbers in
phone directories to assure that
callers are aware of all forms of
TRS.

CapTel users pay rates no greater
than the rates paid for
functionally equivalent voice
communication services.

Jurisdictional Separation of Costs

(i) General, where appropriate,

costs of providing TRS shall be Requirement applies.
separated in accordance with the

jurisdictional separation

procedures and standards set for

in the Commission’s regulations

(ii) Cost recovery, Costs caused
by interstate TRS shall be
recovered from all subscribers for
every interstate service, utilizing
a shared-funding cost recovery
mechanism

(iii) Telecommunications Relay
Services Fund — To be
administered by the National
Exchange Carrier Association,
Inc. (NECA)

(i) Sprint follows FCC
requirements in the jurisdictional
separation of costs.

(ii) Interstate CapTel is recovered
from all subscribers of interstate
services

(iii) Sprint works with NECA for
reimbursement of interstate
minutes.
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FCC Requirement Ruling
(FCC 03-190)

Complaints
(i) Referral of complaint,

(ii) Intrastate complaint
resolution,

(iii) Jurisdiction of Commission,

(iv) Interstate complaint
resolution,

(v) Complaint Procedures

Requirement applies.

Sprint’s Commitment

The Sprint CapTel Customer
Contact process is fully
compliant with all FCC
Requirements.

Treatment of TRS Customer Info

Future contacts between the TRS

administrator and the TRS vendor = Requirement applies.

shall provide for the transfer of
TRS customer profile data from
the outgoing TRS vendor to the
incoming TRS vendor. Such data
must be disclosed in usable form
at least 60 days prior to the
provider’s last day of service, and
shall not be sold, distributed,
shared or revealed in any other
way by the relay provider or its
employees, unless compelled to
do so by lawful order.

State Certification

Per FCC’s Public Notice on TRS ~ Requirement applies.

State Re-certification released
5/1/02, the FCC requests an
application be submitted through
State’s Office of the Governor or
other delegated executive office
empowered to provide TRS.

Concluded that if a TRS provider = Requirement applies.

is able to transmit any calling
party identifying information to
the network, it must provide
Caller ID service.

Sprint transfers CapTel customer
data to incoming CapTel vendors.
Customer information that is
normally contained in a TRS
profile is not required for CapTel
as the CA is anonymous to the
call and the CapTel user talks
directly to the called party. The
data is provided in usable form at
least 60 days prior to the last day
of service and is not sold,
distributed, shared or revealed in
any other way by Sprint, or Sprint
employees unless Sprint is
compelled by legal process to
provide such information.

Sprint provides each Sprint TRS
state a re-certification packet and
assists in the re-certification
process.

Sprint CapTel will have the
capability to transmit the 10-digit
number and will recognize the ID
blocking indicators.

Sprint CapTel will deliver the
SS7 technology on February 1,
2004.
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Two Line VCO
Two Line HCO
HCO-to-TTY
HCO-to-HCO
VCO-to-TTY
VCO-to-VCO

Concluded that TRS providers
must use a system for incoming
emergency TRS calls that at a
minimum, automatically and
immediately transfers the caller
to an appropriate Public Safety
Answering Point.

FCC CapTel Declaratory
Ruling

(FCC 03-190)

Minimum standards pertaining to
HCO are waived.

VCO requirements still apply.

Requirement applies.

Sprint’s Commitment

Sprint CapTel supports the VCO
calling combinations.

CapTel user dials 9-1-1. Sprint
will route the call directly to the
most appropriate PSAP.

Concluded that the answering
machine and voice mail retrieval
are TRS features that must be
provided to TRS users.

Answering machine retrieval
through TRS is accomplished
when the recipient of the
message, the TRS user, calls the
TRS facility and has the CA
listen to the voice messages.

Concluded that call release is
required under FCC’s functional
equivalency mandate.

Call release allows a CA to set up

a TTY-to-TTY call that once set
up does not require the CA to
relay the conversation. The
feature allows CA to sign-off or

be “released” from the telephone

line without, triggering a
disconnection between two TTY
users, after the CA connects the
originating TTY caller to the

called party’s TTY through e.g. a

business switchboard.

The requirement was not
addressed in the Declaratory
Ruling.

Waived. (152)

Answering machine and
voicemail retrieval is provided by
CapTel.

Answering machine retrieval
through CapTel is accomplished
when the CapTel facility caption
the voice message to the CapTel
users.

Concluded that speed dialing
feature is required under FCC’s
equivalency mandate.

Speed dialing allows users to

manually store a list of telephone

numbers with designated speed
dialing codes in the TRS user’s
consumer profile.

The requirement was not
addressed in the Declaratory
ruling.

CapTel telephones have the
Speed Dial feature.
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Concluded that three-way calling
is required under FCC’s
functional equivalency mandate
but did not specifically mandate
the way such functionality had to
provide.

The FCC’s Order imposing such
requirement stated that
“generally” three-way calling can
be provided “in one of two ways
“ One way is for the TRS
consumer to request that the CA
set up the call with two other
parties.

The second way is to set up a
three-way call is for TRS user to
connect to two telephone lines at
the same time from his or her
premises by using the telephone’s
switch hook (or “flash”) button.

FCC CapTel Declaratory
Ruling

(FCC 03-190)

The requirement was not
addressed in the Declaratory
Ruling.

Sprint’s Commitment

Sprint CapTel users will be able
to participate a three way call.
Although the person using the
captioned phone is unable to
establish the three-way call, the
called party will be able to do so
by utilizing telephone switch
hook (or “flash™) button on his or
her CPE. Thus, Sprint CapTel
meets the requirement for three-
way calling. (For One-Line
CapTel.) For Two-Line CapTel
either party can initiate a 3 way
call should the user purchased
this as a LEC option.

Sprint CapTel users will be able
to participate in a conference
bridge to speak to three or more
individuals.
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Appendix L: Sprint Report to the FCC on VRS and IP Waivers'®

FCC Internet and Video Relay Service Annual Progress Report

April 16, 2007
Waivers IP Regulatory IP Current Progress and VRS Regulatory | VRS Current Progress and
Status Technology Steps Taken to Status Technology Steps Taken to
Issue/Limitations Meet the Issue/Limitations Meet the
Requirement requirement
1. STS Waived through | STSis not possible In research and Waived NA NA
1/1/08 over the internet. development Indefinitely;
Voice over IP (VoIP) | stage. Sprintis No report
**REQUIRES** investigating and | required
Quality of Service. evaluating several
QoS means that all VolIP to
the associated data determine
packets arrive inone | acceptable QoS
contiguous stream levels to support
and in order. In the STS calls. Sprint
“internet” world, is also
there are many investigating
segments owned by LAN/WAN
multiple providers systems where
using dis-similar QoS can be
routers. Some controlled
support QoS, some internally.
do not. There is, at
this time, no
universal,
cooperative
methodology to
address the internet
deficiencies.
2. Spanish | NA NA NA Compensable NA Sprint provides
Relay but non- ASL to Spanish
mandated Video Relay
service. Service.
3. Typesof | NA NA NA Waived through | Voice over IP(VolIP) | We are currently
Calls 1/1/08 requires Quality of providing two-

Service. QoS means
that all the associated
data packets arrive in
one contiguous
stream and in order.

In the “internet”
world, there are many
segments owned by
multiple providers
using dis-similar
routers. Some

line VCO

and HCO
controlled at the
agent position
using IP or ISDN
inbound from
Video user and
outbound POTS
to Video User
and outbound
POTS to Voice
user. One line

18 Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s application to
the FCC to renew its TRS program.
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Waivers IP Regulatory IP Current Progress and VRS Regulatory | VRS Current Progress and
Status Technology Steps Taken to Status Technology Steps Taken to
Issue/Limitations Meet the Issue/Limitations Meet the
Requirement requirement
support QoS, some VCO and HCO
do not. The internet began in 2005.
cannot be controlled This is limited to
by any single user. certain types of
There is, at this time, | end user
no universal, appliances that
cooperative allow voice
methodology to access through
address the internet the broadband
deficiencies. connection at end
user equipment.
Sprint offers
alternatives VCO and
HCO solution by
using second line
(analog line) where
the Video Interpreter
asks for a second
number to call back
using three-way call
feature. The
procedure is similar
to two-line VCO or
HCO call.
4. Waived through | Internet Protocol Sprint Waived through | Internet Protocol No additional
Emergency | 1/1/08 network (IP network) | implemented a 1/1/07 network (IP network) | information to
Call does not support the “manual” does not support the submit beyond
Handling Automated Number (directory Automated Number our recent
Identification assistance Identification submission to the
information for lookup) process information for FCC. Current
Internet or Video for 911 calls Internet or Video options may
Relay Services. through Internet Relay Services. restrict
Without automated Relay. The Without automated interoperability.
knowledge of the technical knowledge of the An Emergency
originated location of | challenge remains originated location of | database is still in
the call, Sprintisnot | of tying an exact the call, Sprintis not | use today for
in position to transfer | location to an IP in position to transfer | subscribers who
911 calls to an address. No 911 calls to an choose to register
appropriate PSAP. additional appropriate PSAP. a profile;
development has however, agents
been made that must verify the
would allow location of the
Internet Relay caller, as the
users to place 911 caller may not be
calls through at the same
Internet Relay. physical location
as the profile
indicates.
5. Speed of | NA NA NA 1/1/07- 80% of Sprint is exceeding Sprint will
Answer all calls within the 80/120 service continue to meet

120 seconds
(monthly).

level requirement that
went into effect

the requirement
measured on a
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Waivers IP Regulatory IP Current Progress and VRS Regulatory | VRS Current Progress and
Status Technology Steps Taken to Status Technology Steps Taken to
Issue/Limitations Meet the Issue/Limitations Meet the
Requirement requirement
January 1, 2007. monthly basis.
6. Equal Waived NA NA Waived through | The IP network does | The technical
Access to Indefinitely; No 1/1/08 not support ANI and | challenge remains
Interexchan | report required end-user billing of tying an exact
ge Carrier mechanisms. location to an IP
Without automated address for VRS
knowledge of ANI users. However,
location, and without | the very nature of
an ANI to charge the internet
back for tolls calls, makes billing for
Sprint cannot support | toll calls obsolete.
equal access to
interexchange carrier
features for Video
Relay Service.
7. Pay-per- | Waived through | IP network does not The technical Waived through | IP network does not The technical
call (900) 1/1/08 support ANI and end- | challenge remains | 1/1/08 support ANI and end- | challenge remains
Service user billing of tying an exact user billing of tying an exact
mechanisms. location and mechanisms. location and
Without automated billing of pay- Without automated billing of pay-
knowledge of ANI per-call. No knowledge of ANI per-call. No
location, and no ANI | additional location, and no ANI | additional
to charge back for a development has to charge back for a development has
pay-per-service call, been made that pay-per-service call, been made that
Sprint is not would allow Sprint is not would allow
processing 900 calls. | Internet Relay processing 900 calls. | Video Relay end
end users to be users to be billed
billed for pay- for pay-per-call
per-call services. services.
8. Voice Waived through | As explained in Sprint is Waived through | As explained in Sprint is currently
Carryover 1/1/08 number three above, investigatingand | 1/1/08 number three above, providing two-
(VCO) voice quality over the | evaluating several voice quality over the | line VCO
(one-line) internet is not VolIP alternatives internet is not controlled at the

universally effective
at this time.

to determine
acceptable QoS
levels to support
voice carryover
calls. Sprintis
also investigating
LAN/WAN
systems where
QoS can be
controlled
internally.

universally effective
at this time.

agent position
using IP or ISDN
inbound from
Video user and
outbound POTS
to Video User
and outbound
POTS to Voice
user. One line
VCO, released in
2005, is limited to
certain types of
end user
appliances that
allow voice
access through
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Waivers IP Regulatory IP Current Progress and VRS Regulatory | VRS Current Progress and
Status Technology Steps Taken to Status Technology Steps Taken to
Issue/Limitations Meet the Issue/Limitations Meet the
Requirement requirement
the broadband
connection at end
user equipment.
9. Hearing | Waived through | As explained in Sprint is Waived through | Asexplained in Sprint is currently
Carryover 1/1/08 number three above, investigatingand | 1/1/08 number three above, providing two-
(HCO) voice quality over the | evaluating several voice quality over the | line HCO
(one-line) internet is not VolIP alternatives internet is not controlled at the
universally effective | to determine universally effective | agent position
at this time. acceptable QoS at this time. using IP or ISDN
levels to support inbound from
hearing carryover Video user and
calls. Sprintis outbound POTS
also investigating to Video User
LAN/WAN and outbound
systems where POTS to Voice
QoS can be user. One line
controlled HCO, released in
internally. 2005, is limited to
certain types of
end user
appliances that
allow voice
access through
the broadband
connection at end
user equipment.
10. VCO - | Waived through | As explained in Sprint’s Internet Waived through | Asexplained in Sprint’s Video
to-TTY 1/1/08 number three above, Relay Service is 1/1/08 number three above, Relay Service is
voice quality over the | not designed to voice quality over the | not designed to
internet is not connect an internet is not connect an
universally effective inbound internet universally effective inbound video
at this time. caller with the at this time. caller with the
called party who called party with
uses TTY user or uses voice, TTY
VCO as user, VCO, HCO
communication or anything other
between internet than video
and baudot because. the
protocols are not videoconferencin
compatible. g via internet or
ISDN protocols
are not
compatible.
11. HCO - | Waived through | As explained in Sprint’s Internet Waived through | As explained in Sprint’s Video
to-TTY 1/1/08 number three above, Relay Service is 1/1/08 number three above, Relay Service is

voice quality over the
internet is not
universally effective
at this time.

not designed to
connect an
inbound internet
caller with the
called party who
uses TTY user or

voice quality over the
internet is not
universally effective
at this time.

not designed to
connect an
inbound video
caller with the
called party with
uses voice, TTY
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Waivers IP Regulatory IP Current Progress and VRS Regulatory | VRS Current Progress and
Status Technology Steps Taken to Status Technology Steps Taken to
Issue/Limitations Meet the Issue/Limitations Meet the
Requirement requirement
HCO as user, VCO, HCO
communication or anything other
between internet than video
and baudot because
protocols are not videoconferencin
compatible. g via internet or
ISDN protocols
are not
compatible.
12. VCO - | Waived through | Asexplained in Sprint’s Internet Waived through | As explained in Sprint’s Video
to-VCO 1/1/08 number three above, Relay Service is 1/1/08 number three above, Relay Service is
voice quality over the | not designed to voice quality over the | not designed to
internet is not connect an internet is not connect an
universally effective | inbound internet universally effective | inbound video
at this time. caller with the at this time. caller with the
called party who called party with
uses TTY user or uses voice, TTY
VCO as user, VCO, HCO
communication or anything other
between internet than video
and baudot because
protocols are not videoconferencin
compatible. g via internet or
ISDN protocols
are not
compatible.
13. HCO — | Waived through | Asexplained in Sprint’s Internet Waived through | As explained in Sprint’s Video
to—HCO 1/1/08 number three above, Relay Service is 1/1/08 number three above, Relay Service is
voice quality over the | not designed to voice quality over the | not designed to
internet is not connect an internet is not connect an
universally effective inbound internet universally effective inbound video
at this time. caller with the at this time. caller with the
called party who called party with
uses TTY user or uses voice, TTY
HCO as user, VCO, HCO
communication or anything other
between internet than video
and baudot because
protocols are not videoconferencin
compatible. g via internet or
ISDN protocols
are not
compatible.
14. Call Waived through | An Internet Relay Itis not Waived through | A VRS customer Itis not
Release 1/1/08 caller utilizes IP data | technically 1/1/08 utilizes a video technically

to place an inbound
call. The Call
operator connects the
outbound dialing
voice call utilizing
Signaling System 7

feasible at this
time to provide
call release
features with
Internet Relay
calls. However,

connection to make
an inbound call. The
VRS operator utilizes
a voice channel (SS7)
to make an outbound
dial. Because the

feasible at this
time to provide
call release
features with
Video Relay
calls. However,
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Waivers IP Regulatory IP Current Progress and VRS Regulatory | VRS Current Progress and
Status Technology Steps Taken to Status Technology Steps Taken to
Issue/Limitations Meet the Issue/Limitations Meet the
Requirement requirement
(SS7). Since these Sprint will two types of calls are | Sprint will
two types of calls are | continue to not compatible, the continue to
not compatible, the investigate new call release feature is | investigate new
call release feature is | developments to not technically developments to
not technically allow Internet feasible. Also, inthe | allow Video
feasible. Relay customers VRS environment, Relay customers
to use this we are currently to use this
feature. unable to remove the | feature.
Video Interpreter
agent from the
middle of the call
when the inbound
video caller reaches
an outbound
customer who also
has video capability.
15. 3-way | Waived through | The current Internet It is possible for Waived through | At thistime,itisnot | The voice
Calling 1/1/08 Relay call the customer to 1/1/08 technically feasible to | customer is
environment does not | initiate a three- provide a 3-way currently able to
support the capability | way call if he/she Video Relay call. use the LEC-
to perform three-way | has conference Customers using provided three-
calling initiated call calling capability. VRS do not have the | way calling

from agent via Sprint
IP.

In this case, the
operator does not
needed to
perform the three-
way calling
function.
However, the
limitation is that
Sprint’s Internet
Relay Service
will handle only
one TTY user
(and unlimited
number of voice
users) when using
three-way calling
via relay service.
It is possible to
have 2-Line VCO
via Sprint IP
using user-
initiated three-
way calling.

web-enabled ability
to initiate 3-way
video calls because
of the limitations of
end user equipment.
Features of customer
premise equipment
are not under the
control of the VRS
provider, and
therefore the VRS
provider cannot
control the
establishment of a
three-way call.

feature. One or
two of the three
legs of the call
can be engaged as
they would
without VRS
being a part of the
call. VRS is
transparent to this
process. The
VRS agent who
receives an
inbound video
connection has
the ability to out
dial to multiple
voice parties to
create a three-
way call of which
two parts are
voice and one
part is video. The
VRS agent
platform is
however, unable
to support a three
way call between
two video
customers and
one voice user at
this time.
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Waivers IP Regulatory IP Current Progress and VRS Regulatory | VRS Current Progress and
Status Technology Steps Taken to Status Technology Steps Taken to
Issue/Limitations Meet the Issue/Limitations Meet the
Requirement requirement
16. Speed Waived through | Sprint’s current Customers can Waived through | This service is Individuals using
Dialing 1/1/08 Speed Dial system is | maintain their 1/1/08 currently available TV-based
supported by ANI own speed dial for VRS customers videophones do
driven customer list on their who choose to use not have this
profile. Without computer and our webcam based web-enabled
being able to identify | paste the phone product. They can ability to speed
the customer’s ANI, number on the create a speed dial dial through VRS
Sprint is not able to web prior to the list online and greatly | because of the
access the preferred call. The phone improve the limitations of this
speed dial list. number will be efficiency and type of end user
pre-populated to connect time with the | equipment.
agent’s dialing outbound party Features of
window for through the Video customer premise
efficient call Interpreter. equipment are
processing. Individuals using beyond the
TV-based control of the
videophones do not VRS provider and
have this web determine how
enabled ability to the customer can
speed dial through interact with
VRS because of the Sprint’s platform.
limitations of this
type of end user
equipment. Features
of customer premise
equipment are
beyond the control of
the VRS provider and
determine how the
customer can interact
with Sprint’s
platform.
17. NA NA NA NA NA NA
Providing
Service
2417
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Appendix M: Sprint Relay Fact Sheet *’

Sprint Relay
www.sprintrelay.com

Sprint is the leading provider of relay services in the United States so that those who are
deaf and hard-of-hearing can have anytime, anywhere communications. With 16 years of
experience in providing Telecommunications Relay Services (TRS), Sprint is the relay
service provider for 31 states plus the Commonwealth of Puerto Rico, New Zealand and
the federal government. Sprint has been awarded the following state TRS contracts:

Alabama Indiana New Mexico Texas
Alaska Illinois New York Utah
Arkansas Massachusetts North Carolina Vermont
California Minnesota North Dakota Washington
Colorado Mississippi Ohio

Connecticut Missouri Oklahoma

Delaware Nevada Oregon

Florida New Hampshire South Carolina

Hawaii New Jersey South Dakota

TRS enables standard voice telephone users to talk to people who are Deaf, Hard-of-
hearing or Speech-disabled on the telephone. Under Title IV of the Americans with
Disabilities Act, all telephone companies must provide free relay services either directly
or through state programs throughout the 50 states, the District of Columbia, Puerto Rico
and all of the U.S. territories. Sprint Relay’s experience in the field provides the
assurance that all services delivered will meet or exceed Federal Communications
Commission mandates for TRS.

Sprint Relay Services

Traditional relay services involve a relay operator serving as an intermediary for phone
calls between a deaf, hard-of-hearing and speech-disabled user and a hearing party. The
TRS operator speaks words typed by a deaf user on a text telephone (TTY) or via the

Internet and relays the hearing person’s spoken response by typing back to the deaf user.

Emerging Technology:

Under the Americans with Disabilities, all telephone companies are required to pay a
percentage of the money that they collect from their subscribers into a national
telecommunications relay services fund. This interstate fund is administered by NECA
(National Exchange Carriers Association).

Currently, two technologies are funded through NECA - video and Internet relay
services. There is strong competition in the TRS industry due to the fact that no state
contract is required in any state to process calls through the Internet.

17 Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s
application to the FCC to renew its TRS program.
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Video relay services (VRS) provides American Sign Language (ASL) users with an
attractive alternative that offers them the opportunity to communicate by video
conferencing using ASL their native language, which may be preferred over the
traditional TTY relay service. VRS requires users to have a personal computer or
television monitor, a Web camera or videophone and high-speed Internet connectivity
such as cable and DSL. Sprint Video Relay, powered by CSD (Communication Services
for the Deaf), is a free service through the Internet that enables the deaf or hard-of-
hearing user to communicate in ASL to a hearing or standard telephone user. Sprint
Relay and CSD launched the first nationwide Video Relay Service in May 2002. To
connect with a video interpreter, visit www.sprintvrs.com.

Sprint IP Relay is also a free service that combines TRS with the ease and ubiquity of
the Internet, allowing users to make calls from any PC or selected Web-enabled Internet
wireless devices without having to use traditional TTY equipment. Sprint IP Relay users
also have the flexibility of using AOL Instant Messenger to access Sprint IP Relay. To
connect using a website, go to www.sprintip.com. To connect using AOL Instant
Messenger, send a 10-digit number to the screen name SprintlP. Both access methods
will connect the caller to an experience Sprint Relay operator.

Sprint IP Wireless Relay is a new service that allows customers who are deaf, hard-of-
hearing or who have a speech disability to use wireless relay services on a select number
of wireless devices:

1) BlackBerry phones (with an operating system 4.0 or higher). Customers can use
this service to communicate with any standard or mobile telephone user in the
United States via a free downloadable application at
www.sprintrelay.com/download/. Users simply select a contact from their
address book or enter a phone number with accompanying text instructions to a
Sprint IP Relay Operator.

2) PPC6700 devices — To download the free Sprint IP Wireless application, go to:
www.sprintrelay.com/download/treo.

Sprint IP Wireless allows users to have the mobility to make a relay call when they need
to without a TTY or computer and can be assured the connection is with an experienced
Sprint Relay operator.

CapTel*™ (Captioned Telephone) relay service is a leading-edge technology developed
by Ultratec, Inc. of Madison, Wis., that allows people to receive both voice and text
captioning, nearly simultaneously. A special, CapTel-equipped phone is required in
order to place a call through the CapTel relay service. The CapTel phone works like any
traditional phone with callers talking and listening to each other, but with one very
significant difference — captions are provided live for every call. The captions are
displayed on the CapTel phone’s built-in screen so the user can read the words while
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listening to the voice of the other party. For more information on CapTel, visit
www.captionedtelephone.com.

Relay Conference Captioning®, developed by Caption Colorado, combines real-time
captioning and standard relay service to provide relay conference captioning calls for
deaf and hard-of-hearing individuals (in participating Sprint Relay state programs). By
using an Internet Text Streaming platform supported by skilled captionists, RCC provides
highly accurate real-time captioned text for any live conference call.

For more information, please visit www.sprintrelay.com
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Appendix N: Telecommunications Service Priority Program Press Release *®

Media Contact:
Stephanie Taliaferro, 913-794-3658
stephanie.c.taliaferro@sprint.com General Press Release

Sprint Completes Voluntary Telecommunications Services Priority Program
Enrollment for Relay Network

OVERLAND PARK, Kan. — November xx, 2005 — Sprint (NYSE: S) today
announces that it has completed the final milestone in enrolling Sprint’s
telecommunications relay service (TRS) in the FCC’s Telecommunications
Service Priority (TSP) Program. Sprint TRS, communications services available
for individuals who are deaf, hard-of-hearing or have a speech disability, is
comprised of a network of call centers geographically disbursed throughout the
United States.

Effective October 31, 2005, all 14 Sprint Relay call centers were successfully
activated under the TSP Program. Unlike other TRS providers, Sprint’s TRS
network is designed to reroute traffic to other Sprint Relay centers across the
country to continue uninterrupted service with minimal customer impact.

“In less than five months, we were able to complete the implementation of the
FCC’s TSP program,” said Mike Ligas, director of Sprint Relay. “Sprint is
dedicated to providing effective communications services for individuals who are
deaf or hard-of-hearing and we recognized the urgency to ensure reliable
communications during emergency situations.”

In 1988, TSP program was established to prioritize the restoration of telephone
service to critical facilities and agencies at times when telecommunications
companies are typically overburdened with service requests, such as after a
natural disaster. In the event of a regional or national crisis, the program restores
telephone services most critical to national and homeland security on a priority
basis.

Sprint Relay Portfolio of Services

Sprint has 15 years of experience in providing relay services to persons who are
deaf, hard-of-hearing or deaf-blind or who have a speech disability to
communicate with hearing persons on the phone. Sprint offers relay services
through an intelligent platform to the federal government, 30 states, the
Commonwealth of Puerto Rico and New Zealand. Sprint’s experience in the field

18 Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s
application to the FCC to renew its TRS program.
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provides the assurance that all Sprint Relay services will meet or exceed Federal
Communications Commission requirements for telecommunications relay
services (TRS). Relay service is available 24 hours a day, 365 days a year, with
no restrictions on the number of calls placed or call length. For more information,
visit www.sprintrelay.com.

Sprint Government Systems Division (www.sprint.com/government) is based in
Reston, Va., and offers the full range of Sprint product and service offerings for
federal and state government customers.

About Sprint Nextel

Sprint Nextel offers a comprehensive range of wireless and wireline communications
services to consumer, business and government customers. Sprint Nextel is widely
recognized for developing, engineering and deploying innovative technologies, including
two robust wireless networks offering industry leading mobile data services; instant
national and international walkie-talkie capabilities; and an award-winning and global
Tier 1 Internet backbone. For more information, visit www.sprint.com.
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GENERAL INFORMATION

’;’ﬂur Telephone
Rights and
Responsibilities

Your Telephans Fighis smd
Rasponsibilities

Tetenhon: subseribars have the right
kmow witiz! bo expecl liaim their
feeccmunieation sarice provider This
IMorratiar autlings wowr rights and

nEG oomEdDi L=, and exala’™s the procedures
for pezohing emv concems or cusstone Ll
My & se.

Applying for Borvieca

Teechore samvices are provided witraut

dsmininztinn B3 10 & CUSIomar's o,

- nafionalty, color, redgion, gsx, o0 masial

tiatue. Social Securdly information andfar

picinrn (0 may Ce reguested. Whan you
iagly for residential (aluphone mervier yoL
w1l ow proviced with informaticn abat

* Tha lowust priced corvice alternstives
#uailabie af your location,

* Ay saecial [=lephone rafen tat mav be
alnake 1o quelified Jow inesme
wstomers [hrovgh fha Link-up Amierica
and Litolime programs,

Barvicss for Individuals wilh
Disabilities

- R diszalliny. prevents you from dialiag

- Lozl o Segioaal (intralATA) telephone

* s yoursel! you may be exempt fram the
- Eidad cost af having an Operz o die ol
foryou. I & diability mekes B impaseible
10 you o ook Lo umaars - the tEbapnome
Bk, vl may ba eligihls for enompbons
froim [oeal Dirantary Assistanes chirges.
Customers wilh disabiliics ere encomasad
0 \denlify themealvas 8o they c4n be
Irfar=ed of the-r righls, 45 appropriate o
the circmnisiances

Caling Assistance Tor People
with Hearing or Spoeech

- Bisabill e
The Americans witi Disa silities kot of 1967
FRQuires all slakes 1o provide socase 1o
it wide Telecommunicaticns Relay
Bervice (TAS). Through 155, calas usig
Text Taleahones [T19s] ara abils o
mmrunizals vl people ‘who dse standard
fuEs Blaphanss 2nd v versa, A specally
inied Communizations Agsigtant [CA)
s teephone coowealions varbatim
Ihe CA franzkates ypod wonds into speech
“and spaken words into typed messapes o
Ihat TTY wsers and voics le aphione users
LGN convessn The GA relays the enlics

Yerizon

Somversalion, ‘sawing r':l”'lfl'l'- ol Galls
miade through e relay Sorice am arfirsy
confidential The TRS oparates 24 hours &
day, srwor dayz a-wesk

Local clls mads weing TRS are masa ab 5e
AR ehards, hEwever calers will be biked
for any appisabk direcs-cal ol eharges
and operi{or assistancs chargee an ther
oalt-goirg eall, just as if they hoad diabed |
thermsg s, The cuslomer may request thet
Ibwir ‘ong-distance company he usad whe
placing lang-diskance s

To use tne TRS, both 7TV amd ron-TTY
wsars simply dial 711, |/ vou sre pot f2milar
with the wss of TS, lell the C8 and yom will
bz stepped tnrcugh tha . MOTE: “ar
emergueioy calla, sers sha'd dizl 911

T TRS provides many services: Vaice
Garry Orer (VGT) |5 availabls lor TTY useee
who an spezk bul are unabla 1o hear
Heariag Garry Over (HCOY iz avaltabis far
TTY w2ers who can haar but are enabile (o
speak. Spandh language TRS I3 avalable as
15 Speanh-fo-Gpeech (STS).

Epeoch 1o Spesach I= 8 1813y tarvice
nanaed oy the Federal Commurications
Commilasion that stasles people with
Fpcoch digabd ity to u2e thalr own voice,
walce prostiesis, or commumizatian doyles
o place a phane call. Scme Deopawho
heve & speach disabil sy cannol
Gommunizate oy telephome, as alhers co not
readily undertand their saeech,

A Bpench [0 Epesch tzlephone call ks a
ralaved eell, Im 2 thres-diay call andronmenl,
e TEE CA releys tha =neach of ora person
to Uhs ather, The CA restates ar revoices the
wards tha perEon wilh o speenl: disability 5
sy, word Tor werd, The GA can be
‘pazsive’ (ondy fevocing whan needad) or
“ECUYe” (revaicing ail comimmicaticns from
the spaech-disabled Indiiciuall. Thae
CUSTOMer Insracts the CA st how much
esbislanoe = naedal

Local and loap-tdistonen calls made Lsing
ST3 follow thy same billing quidalnes: 35
TRS.

ST5 Aetey e THY Falay ks avzilable 24
Fowrs-a day, BE days 5 pear. To use STS,
shonghy call 711

Peposit Rules

You rmay be requlred ko cay a seourity
dEacsit Tha oaslsinn 1o chirge youa
depesit Ay b bzsee anly an yaur credit
higtary. The deposil plus mberast will ba
rafurnsd by check afler tho ~=lenton perod
wien e pustomsr has demanstreted &
pEiarm of timaly pa, manis.

Your Telephone Bill
Charges for wour Ines! ang aplional esevice
aie bulled obe marth b arrears. Sacauss
your sSrvice ks Dilled i arrears, pour fir:
bl &ftar sctablishing sordea or sdding naw
prodhiarts o seruleBs 16 Sxisting semnvice wil
10U anh' 1A Ghdnges Tar the number 4
Jas ou hat the seevice before the billimg
datp. In aodifion, chirges ‘er cannseting o
changing wour servces usieally appoar on
the first bill. The secand bl vou recakea wil
Do 2 roguiar ang-ramth bill. Local Lsage
charges, haw Hampshire Area calls, and
Telegrams are mormely Jilled on tha picd
billl after tha ara placed.
Bills for 1efeghons saruice will be mafed
sy monlh. Tho Bl normally ineiodes
eharpes for 13esl and for Iaog-diztance
campenies thet have contreciec will your
Edwice pradcar bo porform biling funstions,
When you recelve 2 Bl vou have the gl o
*  Dhinio ancwira 10 guestans yom may
heEve 2baut pour bit,

* An cplanatian of gl enl=es onyour bl
*  Cowrsclion of amy filing entrizs found to
LE i Brmor,
Wik Juestions are Deing imestigaled,
cisputed amouris will nal be includad ir any
Faymiant or depochl rogudsts. Hewsaver, the
rart of your b which i= ol 1 guestinn
should be paid by the duc date For
informotion zbaut pavment leatians,
CONLACT yOUr SErsCE provida

Iyour Bill reguires: correction, wom will havs
2 Medsorabia lime afla- it soowvised 1o pay
e rermaining portam ol the bl You also
Fave the right to request peymont
arrangamants when you mo urabls topey a
il By frio dus dasa; Factors that will Ba
T8N ima 25count wihen ardsng =i peamant
armargemands miay inelude, bul not ba
Iimited 13, the sie of yamr snpald baksqce
Waur paymen: Nistory, and fhe lengih of fime
ower whicl: the bill aacu T ukmnd,

Your sarviss (ay . not be sezpended foran
undispued delinguent Billwhoa e se-den
profader |5 magalisling & myymert
arrangeimient with you. &y time yob confact
yOUr SErce provider b Ciscuss our
nability 10 pay & bill or 8o [rdiee than vol
argin need of assistance with & bl
Jaymen, poushall be inlarmen of all
available alte Tt PaymenT Brransments,

Bllling Inquiries and Repair
Bervices
Far ptane numbers and hawes of aperzlion,

see the Local Talaghonz Service Providers
siclin’ am pages 1-3
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Appendix P: TRS Phone Bill Insert

[NEW HAMPSHIRE]

REE | DEMNHGEE

JANUARY 23007

veri on
Important Information About
Telecommunications Relay Service

For mast people,
he telephone is an
casential port of
everyday bife. It makes
it easy 0 commun sl
Wwith peaple aciss the
street oo ancund the
world, But what ghoul
peopls wha ean't hear, :
can t speak, or those whase hearmg has diminished over time? How can
they commumicate over the phana?

— Trtoeormmanicanions Reloy Service, also known s TRS, ix the
caavenient link between telephone users and people who use tex
telzphiones (xlso known a5 TTY'S) bocause they ane desf, hard-ol-hearmg
of hewie 1 spoech disability,

: To pluce a call between telephone and TTY wsers, simply call the TRS.
You can reach the TRS by diling 71 in any state. TRS providers also
I Wi Sposors The GRAMMYT Awards | have direct-dial numbers that are fistad in the
\ telephone directonies or an their websites.
R\ y ¢ || ACommunications Assistant (CA)
— = | ill process your call by typing any spoken
3 =~ words for the TTY wser 1o read, The
Fy ; ; )
GRAMMY: mn \,\ Cunmunications Assistant will ilso read

= i e 3
> Cmirenited i) prag,
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] Tedeenmanansicasions Relay Service comtinued frour poge 1,

loud all the words that the TTY user types back to the tedephone  [5
user, All conversations ane private nnd confidential: there i no
censorship, amd evervibing e CA beurs will be relayed w the
TTY user. There Is no additioral charge for the TRS service: you
will be charged as if you hod placed the call directly. Callers can
sz TRS o5 often as they want—24 hours a day, seven days a
weesk—umd conversations have no time limits. Relay services are
availobde in both English and Spanish,

Other types of relay services are also avallable from your
state relay program.

Speech-to-Speech is the relaying of culls for those who have o
speech disahility and may not be readily undersioond when using (he
telephone. This service is also availuble by calling 711 or the diree e
nimber provided by the TRS provider. The CA 1s able 1o assume an active or passive mle in
ripeating the eonversation end follows the same guidelines as with 2 TTY call—all conversations
are private, confidentiad and relayed in teir entinety, 24 hours o day.
|I Yaloe Carry Over (VCO) and Captioned Relay (also known as Cap-Tel) services provide

captioning assiance Tor callers who con speak, but muy not hear well enough 1o conduct &
trudfitiomal phoie conversation. These services openue differerty, but both provide the ability foc
callers i speak and listen to cach other. However, the user with & dicabality can also read a fext
version of the comversation on their TTY or caplioned 1elephone equipment,

Mote! Mot all stavie reley sernices povide both of these sevices

There are also Intermet-based relay sendoes,

Video Relay Service (VRS) s a video-based TRS that allows a CA to view and interpret
caller's sign langunge and insiandly relay the conversation to a voice caller, This type of reluy sarvice
is not required by the FCC, but is effcred on an optional hasis by many TRS providers. To leam
more abou VRS go to: hitpe/fip fec.govieghiconsumerfacts/vid eorebayhitmil,

Internet Protocol Refay Service enables iwo-way communication between an individual who
uses & et-hased deviee that can access the Intermet (such 65 a computer, PDA, Web-capable text
telephone, or pager device) and m individual vsing o stndard voice telephone, The Inemet user
types in an [P Relay provider's Intermet uddress and follows the on-screen prompts to stent a call,
A CA eompletes the call to the ielephone user, and a regolar relay sesston is initiated between the
Internet user and the lelephons usar. For mere intormation on Intemet Prolocol Relay, goto;
ftp.fec govicgbieonsumerlacteipraday.himl.

TRS calls from payphones; TRS-assieted local calls from payphones are free of charge, TRS-
assisted Jong distance or tell calls from puyphones can only be mide using the fallowing payment
optionst calling cands, prepald cards, and collect or third-party billing.
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telefnica tudicional, Estos servicios funcionan d manern diferente, pero anbas permiten que Jas
personas gue llaman por teléfono puednn hablar y escuchar al otro. No obstante, ¢l usuario que
tenga una discapacidad puede también leer una versidn de texto de la conversacifn en & sporato
de TTY o el equipo telefénico con subtitulos.

Nata: No toddos [os servicios de reteamisidn svmiles ofrecsn suos 89 servicion.

También existen servicics de ratransmision
para usar en intermet,

“Video Relay Service (VIRS)" o5 un TRS basado en
an sisiema de video que permite al AC ver e interpreter
&l lrnguaje de signos de [n persona que llama y
refransimitir inmedusdamente la conversacion u b o
persona, Esie tipo de servicio de retransmisidn no es
| requendn por ka FCC, pero es ofrecido opeionalmente
por muchos proveedores de TRS. Para mayor
informacitn acerca de VRS visite; hmrﬂl'p&nmkghfmmummﬁﬂﬂmrﬁyhmﬂ

“Internel Protoeol Reloy Serviee™ permite establecer una comunicacitn de dos viss eotre un
individuo que utiliza o aparsio de base de texio con aceeso 3 [niernet (como un ardenador, PDA,
teldfono con aCiso o Ja ed o lecilizdor) v un individuo que milizn oo sistema estdndir de
teléfono, E1 usuario de Iniemit eserite la direccién electrénicn de un proveedor de Retrassmision [P
¥ sigue Ins instruccinnes que eparecen en |a pantalia para iniciar una llamada. Un AC completa la
Haraada pari ¢l usisirio del teléfono, y wia sesidn regelor de retrmamisica & inicia entre ambos psorios
Para meyor informicidn eenca de este servicio, visite: fipdfec govicgh/consumerfacts/iprelay himl,

“TRS Hamadas desde telefones de pago™ No se aplican carpos o las lamudas locales de
TRS asistidas cuando las mismas s realizan desde teléfonos pohlicos. Las lamadas asistdas de
retrensmisiin de larga distancia o por cobrar hechas desde teléfonos pitlicos dnicamente pueden
ser efectuadas utilizando las siguientes formas de pago: tarjetas de llumadas, wrjetns prepugndas ¥
facturacién por cobrar o @ an tereem:

49th Annual GRAMMY® Awards \;.hf.f,
Be sure 1o watch the 49th Annual GRAMMY® Awards February 11, 2007, p

& pm ET/PT—on CBS, ns Venzon returns as the Official Broadband ™ ,?r 1\?“

Sponsce for the third year in a row, '":"

49* Entrega Anual de los Premios GHAMMW

Mo se obvide de mirar 12 49 Entrega Anual de los Premics GRAMMY?® 6] 11 de febeero de 2007
a las § pm (ET/PT)—en CBS, una vez mds Verizon regresa como el Patrocinador Oficial d: Banda
Ancha por tercer afo conseculivo,

120



CALL 711 TO CONNECT WITH
TELECOM RELAY SERVICE

Telecommunlcations Relay Service (TRS) enables
communlcation betweaen telephone users and
people who use text telephones (dlso known as
TTYs) bacause of d speach or hearing disaklity.
To place a cdl betwaen telephone and TTY Usars
simply call 711 Inany state. This will connact you
with the Telecommunlcations Relay Service In
your ared,

How does 1T work? A Communlcations Asslstant
(CA) will process your call By Typing any spoken
words and relaying tThem for the TTY user to read
on thelr screen. The CA wlill also read aloud

the words that the TTY user types back 1o the
telephone user Al conversafions are private
and confldentlal,

Cals can e placed 24 hours a day, seven
days a week with no restrictlons on the length
or number of calls placed, Relay services dra
avdllatle In both English and Spanlsh,

In an emeargency dll callers can dial 911, as
most pollce and fire departments have TTY/TTD
equlpment to tfranslate the cdll, Otherwlse, o CA
wll connact the cdller with emeargency services
to asslst,

There are other forms of relay services that may
e avalable In your aread. To find out mora, dial
711 1o e connectad with o TRS expert, contact
TOS Telecom tol-free af 1-888-CALL-TDS to falk
with a customer adwlsor or vislt

Rt ffwww. foc .gov /cglb/eonsumearfacts,/frs.hitml

5&180VE-O7 /4078
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ol ish G ot

granite state

™

B0 Soulh Slark Higlreay, PO Box 87, Scuth Wean, NH 13284
BO-555-G800 - 600-529.9311 + oo+ infoiHc: Anm "

‘ Dwtach at peroration and raturn paymant remitiance stub wih your check.

granite state

u telephone
invoice

122



Appendix Q: TRS Newsletter

Get Ready for a New Sprint

It's nothing but good news for you
as we rell ina brand new Sprint.
It's all about maore cholce and more
flexibility for our customers that

: relyonSprint Relay™. Gear up for
— improved services, more product
—  Catchthe optl

— mAcie oLt ptiens, OLIES“MII'ECLEIDMEI‘
e — service, and more experienced

'l‘ Jl
i

account managers. We keep upping
the ante, making us far and away
the leader inrelay services at a level
that no other communications
service provider canmatch,

Sprint is about turning premises into reality and delivering a more robust communications
proposition for our investors, customers, employees, and partners.

Visit the new Sprint Relay website at www.sprintrelay.com tao find out about the various new
products, services, and options now available to relay users. To learn maore, please contact one of
our outstanding sales and account managers avallable inyour state.

© 2005 Sprint Mextel, Al rights reserved,
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Product Upgrade Announcements:
Sprint Relay Online Gets a New Name, and a New Look

Sprint Relay Online is now known as Sprint [P

E ' SprintiRcom |  Relay™. You canfind it at www.sprintip.com.

' | Along with its new name, Sprint IP Relay has
made it eveneasier for users to make calls from
selected Web-enabled Internet devices without
traditional TTY equipment. This free service
combines Telecommunications Relay Service
(TRS)with the ease of using and accessing the
Internet. New features of Sprint IP Relay include
a better and more reliable connection, more
experienced and accurate operators, and continued access to languages like Spanish and French.
What's more, you can look forward to new upgrades like saved preferences and a resizable window.

Socheck out the new site's fresh, new look now avallable on more browsers including Apple
Macintosh computers. If youever have a question, there’s online help and live customer service.

Sprint IP Relay Is available 24 hours a day, 7 days a week. Allcalls onSprint IP Relayare FREE. No long
distance charges withinthe United States (international calling is not allowed). To connect witha
Sprint IP Relay operator, simply visit our new address: www.sprintip.com.

We want to hear your comments on our new and improved sprintiP.com Website. Currently, there Is a
Sprint IP Relay online survey sweepstakes from November 22, 2005 - February 15, 2006. Go to

http: //sprintrelay.quarry.com/sweepstakes and submit your comments. By filling out the survey, you
will have a chance to win:

1. AfFree tripfor 2 to Las Vegas including hotel accommodations for 3 days and 2 nights, and 2
tickets
to the 2006 NASCAR Nextel Cup race on March 12, 2006

2. Alaptop Computer

3. APortable DVDPlayer

4. ASprint Wireless Device

5. One of 100 Sprint Relay mouse pads

@© 2005 Sprint Nextel, Al rights reserved.
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Sprint Video Relay:

Now Available Round—-the—Clock and
Two New Enhancements

Sprint Video Relay Service (VRS) users are infor a pleasant surprise. We're bringing in a host of new
services and features, like:

Available all the time —5Sprint Video Relay Service is now available 24 hours a day, 7 days a week. To
make a call using our qualified and experienced Video Interpreters (VI), simply call SPRINTVRS.TV.

Available in Spanish—With Spanish VRS, our Spanish-speaking Vs will translate American5Sign
Language (ASL)to Spanish and Spanish to ASL. To connect witha Spanishspeaking VI, simply call
SPANISH.SPRINTVRSTV

New VRS Video Carry Over (VCO) communication options — To connect directly with a vCo Vi, call
SPRINTVRSVCO.TV. At that point, VRS users have three communicationoptions:
= Use ASL only and use your ownvoice
« The Viwill adjust the camera focusing more on the VI's mouth movements during the
conversationto support speechreading and also use English-based sign language
= The VI will mouth the conversation and use more English-based signs to support VCO users

New Voice Carry Over options: To view anexample of ASLVCO, English-based Sign VO and
English-based Sign VCO with close-up view of the VI, visit www.sprintvrs.com and click an “View
MCO samples.”

Avallable Sprint VRS Mail —With Sprint VRS Mail, the VI records the hearing caller's signed message
and sends it to the VRS user's emall address. To connect with the VRS user, the VI will need the VRS
user's |P address, the Sprint VRS Extension number, or the caller's ISDN number. If the caller is not
available, the Viwill record a signed message and send it to the VRS user's email address. Togeta
live VRS call from a hearing person, VRS users need to include thelr IP address intheir profile on

www.sprintvrs.com.

Updated Web site—Visit our updated Sprint VRS
Website at www.sprintvrs.com. Check out our new
logo and call buttens. You canevenclickon®News”
for infermation on VRS Mall.

Links for videophone users:
Sprint VRS SPRINTVRSTV

Spanish VRS SPANISH.SPRINTVRSTV
Sprint VRS VCO SPRINTVRSVCO.TV

Links for webcam users:
www.sprintvrs.com and select Spanish or VCO

© 2005 Sprint Mextel, All rights reserved,
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True Caller ID available with CapTel™

If yousubscribe to the Caller ID feature with your telephone company,

youcannow view Caller IDInfarmation directly on your CapTel phone

display window. Na need to check your Caller ID bax, CapTel also now

. ! features True Caller 1D, which displays the name and/or number of the

Caller 25 subverbers i sow v person calling, depending on the type of Caller IDservice you subscribe

e to. In the past, if you had Caller ID, you would only see the captioning
service telephone number displayed whenever a person called.

The new Caller IDimprovements go into effect automatically after aninitial call Is placed through

the captioning service. If youare a Caller ID subscriber and you do not see Caller IDinformationon

your CapTel telephone, please contact CapTel customer service for assistance at 1-888-269-7477

{Vaice/CapTel)or 1-800-482-2424 (ITY), Orsend anemail to CapTel@CapTelMail.com.

© 20065 Sprint Nextel, all rights reserved,
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'Sprint' ) Together with NEXTEL

Interview with New Members to the
Sprint Relay Team

The new kids on the block.

oA Ty .

Sprint Relay™ is pleased to welcome two additions to the account management team: Susan
Ordonez for Utahand Tom DiAngelo for Florida. We sat downwithSusanand Tom to find out a little
maore about their background, and what their hopes are for the future of Sprint Relay.

‘What did you do before joining Sprint Relay?

Susan: | worked for more than 9 years with the Utah Division of Services for the Deaf and Hard of
Hearing. The first three years | was the Circle of Friends Coordinator, which provided social and
recreational activities for individuals who were deafand disabled. The last & years | worked as a
Hard of Hearing Specialist, providing outreach, information, and resources to hard of hearing, late
deafened, and their families.

Tom: | was a Consumer Relations Manager at C5DinSiowx Falls, South Dakota. | was responsible for
service areas nthe Midwest region. At the time | handled customer relations, marketed Video
Relay Service and managed the South Dakota Relay outreach and equipment distribution program.
| alsowas the Youth Connections Director of Camp Lakodia and the first camp director for the
National Middlers Leadership and Literacy Camp program.

‘Why did you join Sprint Relay?

Susan:| joined Sprint Relay because | wanted to do something new and different. With my
background and skills inwarking with the deaf and hard of hearing, Sprint Relay gives me the
opportunity to continue to learnand grow, not only professionally, but personally as well. |love
what Sprint Relay represents inthe integrity and values in providing the best service inrelay.

Tom:Sprint has given me an opportunity to expand and broaden my horizon in management and
customer relations. Inthe past, | dealt with customers only, and now | work closely withstate
administrators. This is a great opportunity for me to see both sides and to make this a win-win
situation foreve ryone within the state and citizens of Florida.

Interms of relay outreach, what are your plans for your state?

Susan: Since joining Sprint Relay, I've beenwarking closely with Relay Uitah and the Public Service
Commission inconducting town hall meetings throughout the state of Utah to educate and learn
from the community on the needs of relay services. One of the biggest needs is educating the public
and businesses on not hanging upon relay callers. As part of outreach, we are utilizing the "Don't
Hang Up” program as well as promoting CapTel throusghout Utah.

Tom: | have been traveling to different parts of the cities within the state to promote Florida Relay
Service, meeting with customers and Public Service Commission administrators, and | co-hosted the
Open House event to unveil the new relay center inlacksaonville.

What sort of community and extracurricular activities do you enjoy?

Susan: Since moving to Utah in 1991, 've been actively involved with SHHH and ALDA local chapters,
promoting awareness inliving witha bearing loss and e mpowering oneself through education and
advocating for the rights of deaf and hard of hearing. I'm a strong bellever in being a great role
model as a hard of hearing person to younger generations, as well as people who have just lost

their hearing.

Tom:|'m a Florida School for the Deafand Blind parent. | attend Florida Association of the Deaf
board meetings, and | enjoy spending quality time with my three kids (aged 5, 3, and 1) and wife.

@ 2005 Sprint Nextel, Al rights reserved,
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Sprint Obtains New TRS & CapTel Contracts

The Sprint Relay™ Team is proud to announce that we're winning a numbar of major TRS contracts.
New Jersey and Delaware have both signed three-year contracts with Sprint, replacing ATET as
the afficial provider of TRS, Sprint will provide citizens of both states all traditional relayservice
options Including Sprint IP Relay, Video Relay Service, CapTel™ Relay Service, and Relay
Conference Captioning™.

As the new officlal provider for New lersey and Delaware, they will join 30 states, the
Commaonwealthof Puerto Rico, New Zealand, and the federal government as customers of Sprint
Relay Services.

Sprint Obtains More Contracts for CapTel Service

InMarch 2004, Sprint Relay transitioned to Federal Communication Commisslon (FOC) compliant
full-service CapTel Relay Service. CapTel provides live captioning of phone conversations, allowing
sers to e nsure they recelve and understand the full context of any call. The nearly simultaneaws
voloe and text captioning uses a standard tele phone line, Captions are displayed on the CapTe|
phone's bullt-inscreenso the user can read the words while listening to the other party's voice.
The CapTal phane, developed by Ultratec, Inc., meets the communication needs of the milllons

of Amerlcans who are hard of hearing, have exparienced hearing loss later inlife, or are deaf
Individuals with good vocalizationskills,

As of December 1, 2005, Sprint has expanded CapTel service In 28 states and for the Federal
government. Federal employees (active and retired), veterans, and LS. Tribal members can geta
free CapTel phone through the Federal Relay. For more information, visit http: fwww. fis gsa gov/
frefcaptel.htm. Tosee if yourstate has this CapTel Relay Service, checkout http:'www.captioned
tele phone comfavailability phtml.

Ohlo: http: fwww2 sprint.com/mr/news dil.do?ld=E780

South Carolina: hitp/fwww2 sprint. com/mr/mews_dil. do?id=7661

Mew Hampshire: http:f'www2 sprint.com/mr/news_dtl.do?id=8181

Tennessee: : Slwww 2 sprint com/mr/news  dtl do?id=9260

@ 2008 5print Mextel, Al rights reserved.
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Product Upgrade Announcements:

Meet the Sprint Relay*" Team

We're always thankful for the great support we recelve from our customers and partners. The Sprint

Team would like to wishall of youa happy holiday and a wonde rful 2006 New Year,

Sprint Relay Account Management Team

Alabama
Evon Black, Account Manager
Email: evon.j.black @sprint.com

Arkansas
Tommy Walker, Account Manager
Email: tommy. rwalker@sprint.com

California custemer Contacts (Concerns)
Ken Arcia, Account Manager
Email: kenneth.arcia@sprint.com

Outreach Account Manager
Todd Bader, Account Manager
Email: todd.m.bader@sprint.com

Colorado
Kristine Shipley, Account Manager
Ernall: kristine. m.shipley@sprint.com

Connecticut

Michael R. Finneran, Account Manager
Email: michael.r.finneran@sprint.com
Federal Primary:

Randy Murbach, Sr. Account Manager
Email: randy.g. murbach@sprint.com
Secondary:

Karl Ewan, Account Manager

Email: karl.a.ewan@sprint.com

Florida (Temp}
Andy Leffler, Sr. Account Manager
Email: andy.d.leffler@sprint.com

[llinois
Emma Danielson, Account Manager

Email: emma.danielson@sprint.com

MNew Hampshire
Michael Finneran, Account Manager
Email: michael.rfinneran@sprint. com

New Mexico
Kristine Shipley, Account Manager
Email: kristine.m.shipley@sprint. com

Mew York

Mary Beth Barber-Mothersell, Account Manager

Email: marybeth. mothersel|@sprint. com

MNew Zealand
Chris Blum, Account Manager
Email: christoph.a.blum @sprint.com

Morth Carolina
Kevin Earp, Account Manager

Email: kevinw.earp@sprint.com

Morth Dakota
Kristine Shipley, Account Manager
Email: kristine.m.shipley@sprint. com

Ohio
Danny Barrett, Account Manager
Email: danmy.d.barrett@sprint.com

Oklahoma
Rex Moers, Account Manager

Email: mitchell..moers@sprint.com

Oregon
Aparna Lele, Account Manager
Email: aparna.lele @sprint.com

Puerto Rico
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Indiana
Andy Leffler, 5r. Account Manager
Email: andy.d.leffler@sprint.com

Massachusetts
Robert Giuntoli, Account Manager
Email: rebert. guintoli @sprint.com

Minnesota
Emma Danielson, Account Manager

Emall: emma.danlelson@sprint com

Mississippi
Rex Moers, Account Manager
Email: mitchellr.moers @ sprint. com

Missouri
Matthew Gwynn, Account Manager
Email: matthew. gwynn@ sprint.com

Montana
Kenneth W. Brown |1, Account Manager
Email: kennethow brown |l @sprint. com

MNevada
Kenneth W, Brown ||, Account Manager
Email: kennethow brown lll @sprint com

Puerto Rico
Elizabeth A. Rios, Account Manager
Email: elizabeth.a rios @sprint. com

South Carolina
Missy McManus, Account Manager
Email: melissa.momanus @sprint.com

South Dakota
Matthew Gwynn, Account Manager
Email: matthew. pwynni@sprint. com

Texas
Robert Giuntoli, Sr. Account Manager
Email: robert giuntoli@sprint. com

Utah (Temp)
Dan Brubaker, Account Manager
Email: dan brubaker @ sprint. com

Vermont
Elena Krueger, Sr. Account Manager

Email: elena. kruegen@sprint. com

Washington
Dan Brubaker, Account Manager
Email: dan. brubaker @sprint.com

Subscribe to the Relay Newsletier
Elena Krueger—Editar

Senlor Account Manager
vermont Relay Service
BO2-B79-47B7 Volce/TTY
BEG-BT3-6942 Toll-Free TTY
Sprint

147 Knight Lane

Williston, VT 05495

Elena. Krueger@ mail.sprint.com
wwwwe rmoentrelay.com

1P vermaontrelay no-ip.com

Committee:
Missy McManus — Proofreading Editor
Karl Ewan—East Coast Representative

Todd Bader — West Coast Representative

Dan Brubaker — West Coast Representative

David Strom — Sales Representative

Danny Barrett — Business Development Representative
Barbara Narvaez —Legal and Branding

= 2008 Sprint Mextel, 8l rights reserved.
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19 Information contained in this section was prepared by Sprint Relay and provided to the NHPUC for NH’s

application to the FCC to renew its TRS program.




ATTACHMENT 3

Jung 2002
Tracking| Dataot | Cal ¥ Mature of Compaint Diavie al Explanation ol Resclubon
T Caompl, | Compl. Rasolution
VO reports whan NH VGO tha cals awways go
ta FL Center, VOO very upsel Sat all cals this | spoke with Micole & Force
Frmrning T wend 1o FL agents, VGO was assuwag regarding this issue after chackng on|
WCO dedicated line would go o MO center, prablem. Micole reported k- VGO
VGO will nat daadl with FL cenber teoribby sendice dedicated line was nol pointed 10 e
pidoanz | 29 lagenis don't Bsien and don’t bype words VOO script which allowed the cals ta
eorractly. VGO highiy disappointed. Will use be routad ho FL Canter farce is now
T11 it VOO dedicated line prablern is no {mshing to maka sure the VOD &
rasalvad, Apaisgized tor the problem advsed poirted carreetly. Sent custamer
complant would be forwarded 10 momt. VGO amad
requests contect regarding this issue.
A055G
Calier said she called lo Retay and waited and met with &ganl. Cosched agent on
agert did not recognize her as being & VOO proper procadures to fallow whan
a2 0 [ealer. Apologieed fo caller for problem and let | OGEH02 |processing VOO calls, Alsa coachad
cader knaw & complaint would be fled, Caller agant on the imponance of
NG dic mat requiest a fabow up call, rESponding in @ mely manner.
‘Customer is daling NH dedicaled VGO ling bt
does nob get amy answer aler latting it ring
seviral limes. Custamer regors this has been
happening since yesterday. Customar can dial Thie wail fime was high &t this imea.
711 and get through with no prablem, § Fuallow wed up with cusioma: via
06252 24 apalogized for anyg.:‘rimmﬂierl:n this may hawe Ge/ER02 phone. She says il nas cleared up
caused. | bold the customer | would open a and = working line.
raule lickel far relay tachs 10 investigate the
cause. Incigent # 1000254562, Customar would
likg faliow up frgm the sccownt mgr.
314G

134



July 2002

Tracking

Dats of
Campl,

Cat. #

Carmip,

Mature of Complain

Drate af
Aasclution

Explanation of Aasolulion

156G

oFonn

21

Custamar recened a call last avining from her
daughitar through e above listed relay
aparalol. The customers daughtar compleinad
that every tima it was har fum bo speak the ralay
operator would repeal everying she was
saying undar fEr breath as she was typing it
Sha sasd this made it very hand to concentrals
on what sha was saying. | apslogized thal the
agent disturbed her gaughier gnd wid nar |
would documant the complaint and forwardad it
io fhe call canber whene the agani i3 located fod
fillow Lp with & supanisos Customer ooes nat
require follow up.

OTMETE

Mut wilh agent. Coached agent on
proper proceduras and phrese g 1
w5e when pacng Cusiemens

12217

0FiNa

%

Customer wantad bo know why relay ateays
hangs up an him Se middle of the
canversations. He aid this happens once cut of
evary ive calls, When she calls the selay
somelimes al sboul 5am i takes up to 30
minutes betore har call is ans, She somatmes
uSis govemmenl ralay to get though. She uses
supersprind 44259 Uiiralec aguipment. |
apcingized to the customar for the problem and
infarrad her thit har complaint squnded Be a
tachinical issus and thai Bhe inho that she

\provided would ba twd to our tachs for follow up.

trouble ficket éntared.

QB12M2

Tha tech fallowed @ up with her ba
kiseg an eye an e TTY maodel
uftrabec 4425, | fook the Hime be send
ha @ latter asking har 4o keep in
tach if her calls ane disconnected
So far no further proclams have
anse,
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September 2002

Tracking | Date of
[] Comgl.

Mamra of Complaint

Diate of

Flesolution|

Explanation of Pesclation

CRIOENE

Cushamer lirst asiwed why she was nat abli to
reach to Resach the account manager i NH at
the number given on his business card. She
sald no one ENswWETS 50 sha called customer
sanvice nstead, Customer said she called his
nurriber 45 and got no msg. She went on to givel
e ragson she wanted 1o raach the acct mgrn
5 has bean having problerms with e reley
sysham thes woek on Aug 30 balwesn 1pm and
3 pom.. her cousn (ned many dmes o cal ralay
te eontact bt aboul het aunt in the hospital,
The causin tried to call the NH ralay numbar for
avar an hr and she said the phane just kepl
ringing with na answer. She tied Lo dig both the
A00# and 711 Ancther itern of complaint is that
soms of her ralatives el her thal many bmes
iy hiave @ relay agent that speaks soma other
language ard they have afficutias
understarding the speech, | apelogiced 1o 1he
cystomer thal har felalive was unabla 1o gat
thicugh bo relay NH &t the time and date and
tedd heer | wiould hwid the infg to the acct manager
for turther research. | thanked her for letling us
krvow, Customuer woulkd ke faliow up fram e Ag

1072602

Attempted 1o reach this customes
After several attempts her phene was
fanging with no answer | am atraid it
= e root af the problem. This
custamar said her cousn had to drive
o her home to daliver the massage
after geting ro angwer. It is fhe
custamer's phone not e reley
sarvice, | sant a lattar 14 this
cushermar giving har my plane
numiter emall address pager andress
mailing adorass and ancouraged her
1o Iry all wenues in reaching me as |
arm easily acsesaitle.

QL0

| 34346

T¥ TTY user placed a call and receivad Ring
1.2, han ngthing. Custamar said hallo Ralay
whafs going on? And waited tan received helig)
G, wilh na (M) ar (F. Customer did not know
who was speaking and asked if this was relay o
the outbound caller. Agenl let her kidw i was
hearr caler and bas mom hung ug. Customar
azked for C5 and was disconnected. |
apolegzad for the prablem and fhanked
customer far saking fime ta call and led us knaw
b preslem, | explained that ths complaint wi
Qo to fha agents supervisor. Gusiomer i going
to contact MH acct manager via emai

012103

Receivad 1-21-03. Mel with agent
Coached agend an the imporance af
weapng customens informed. AMso
advised agant af consequences of
disconnecting cals

| 4G 1
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Oelober 2002

Tracking | Dale of | Cat # Naturs of Complaint Duste ol Explanalion of Resolution 1
# Compl, | Compt Feaalufion
et with agent. Agent did remamber
call and stated that the OB VCO with
Cuslomer received an incoming call and agent Wl “”;;5;‘%;“:”"’ ar “‘:im
did niot ipdiow notes that she is @ VOO user, | VGO but s agent had net &l ihe
o ,  |apoogized and ol custemer | would document| (oo | '-'-f:%g o .
ez her complaint and hwd o the call canter whera R e m"uﬂ'“g:m:n
e agart iz locatad for follaw up with :r::ﬂhg.tm customar noles are
Suparvisar. raid 10 ensura that the call wil be
processed accordng i the
customer's raquests
0384
Customer cabad in she recaived & call via relay
Rbat with agant 1o review complamnt
14 typed thai sha wantad VGO, The! agant Agent did chserve the customar nots
didn't read or folow har notes, she iried a stating WCO usar. Agont advisod that
couple of imes to gat the agant 10 open e all DL;Q . nMa'! be tollowed unl
VOO far the zall. When the custamar cama in o Home ot d p s
1wzenz| 2 |cusiomer service her branding was in place but | 1GEE0E |0 msed“a'“wt :::—.gllime enlly -
apan. Thanked th Coact posar
:;::ni?:rhqmr::‘hi haar Incmh?w I wufd wrile Echafing Lo fne cu nabes.
’ When nates states that the customer
! B v oo errorerca No VGO m e st o cpen
| fellow up nagdad, cammurscats with tha customer.
A03EH
[ 3o3sn | tomgoe] 19
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November 2002

Tracking | Date ol | Cat # Neture of Gomplamt Date of Explanation of Rasalution
n Campl, | Gompl FRiesolution
Customar stated agand broke ransparency by
intarfaring in her conversation. Agent asked, Mot with agent, Coachad agen on
can you pleasa read back what | just said. {he Impariance of remaining
iHane| 11 |Customer states agent had no businass gafting | 11718002 \ransgarent and when procassing
invalvad in her corversatian. | apokgizad for i
the confusion this caused. Gustomer does not calls
requira foliow up.
3115H
31154 | 111802 17
Fnes [1ane| 2 |
Callgr said fha agent did not recognize her cal Mt with agent, Coached on tha
as VOO, Sha jusi sat theare on ne with no propr procedures i Tolkow when
syrame| g9 [response. 1 apalogized o caller tor tha preblem 1i/2ae processing VOO calls. Also adviged
and et har know that & complast would be san agent that if no text & recelved to
b agant's work place. Mo folow up was apen the bndge for oral mstructions
AL raquarsled on (ks issue. from the callar,
Customer calied 1o let us know that this agant
did ot send the macrs o hig numbar. Ha did
not keap the customer informed as o whathes
e phone was ringing or answenad or any
gendar senl. Alter She gave e numbes the
next thing she sew was “Hi Carcl this is Susie®
Thare was no WCO or any indicaion of what GA coached 10 keap customar
ThEE 4 wias going on She had b3 ask for tha agents 108, 110 irdarmied at all times and ta usa ALT
Also al the end of the call thare was no sk green W al the end of VOO calls, No further
80 again the custemer had o ask the stalus of aclion taken.
her call, Tha agent didn't respond back abier
cugiomes said bye sk edther. Thanked the
cusiomer for calling mn o let u know about his.
Lt har know that | would write this is p and fed
it o o e centés and her accl mgr. Customer
doss not want contact.
I16H
A116H 17
It always lakas 2 of 3 fried 1o reach har maother
Sha answers buf cannot hear CA. | apologizad
an 1okl e ihat not only woukd | coach the CA | coachad GO and reviewad
wiould @0 an oflicial complant. | wilngsged pracédures with CA Callad customar
11502 14 pracadure for VGO call and CA send the 11502 and left mag. Thanked cusiemar ard
announcement ta tha VGO person. Talked 1o apclogized for ihe moonvanence.
Speint computer 1echs and acked if it coud ba Informied har that we fallowed up with
equipment, Told customer we would investigate the oparaior.
bath sve and tech issues and she wanted a call
el
2012
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Dacembar 2002

Tracking | Data of Cat ¥ Matura of Complaint Dt al Explanation of Resclutan
L Compl. | Compl. FgEalution
Caller stated that agend did nat have VOO an
when salling har with & refay esl. (Inesming call
to customer). | apologized 1o caller for e . Pubed CA offling and reviewed woe
1zneog n protigm and lat har know Mal & complant e 1o VOO proced ure
wiaukd be waued. Cuslomar did nol regquast
FITEH ollow up.
WG reports recening a call via FL agaent and
agant lyped vary skow and the call was sioppes
mafy bimes because agen reguasted words be fx:wn&spwdm .,..T al;;?!}
i BTN,
terovpz| g |SPeliediorne VOO repons they wete SiMBe | o 0o Laybeyan she had ne tecellection of
words and agant should have baen atla 1o speil #ie call coached agenl on Me
Ihesm withaul any prablem, Apologized 10 the 0 8 of typing rately
customer Jor the protlem and assured inat the ana Ased .
complamt would ba documented.
F200H
Custamer callad to rapon that the agent did not
follow instrucions in her CDE. The instructions
read whan 1B VOO 151 whan OB TTY 18t than . .
. . Discussed with CA. Informed tha CA
VOO, Customes st racaive hes cals by typing T uneeriain sbaul a customer
120eDE 2 [first because she recalves calls from TTY TRIOBDE [ e b Bk o ClaiSeENon Dalars
users. | apologizad for tha incorvensance and diali ut '
thaned the cussomer for lerling us know. | old Ing o
har ih raport would be sent fo the call cender
superdissr. Mo follow up call reguirec.
ELETE]
Wa hawe receivad numenius
comgdaints i5 o
Customer states sha recaved & call and agent mmm;?;;:;":;?ﬂx:m; -
appanenily didn't read her nobes 10 realize she sgents contest thal ey ars
WVICO. Her nolis ane r.iran,- in pm:mling shi confusing. Custamar sve will look inf
soipage| 2 |UE8E VOO Custemer furber states FLagents | o0y |0 e e notis, Met with agent
are poory trained and rarely handia VGO calls Coached agent on Ihe impartance of
properly. CUSIMEr Sve reg advised the aghanng 1o customar nles, Alss
suparvisar would be notifled. Mo follow up schvined Sgent (hat tiusiDrl:lar ks
requasied. afi contiuging b always azk the
customar far clarification
| 3188H
Customer 5ays that agent misdaled & number
twice and sha was charged on har phona il for
the twi calis, She mentioned to e agent that it
wiks @ wiong numbar and instead of manaly Mt with Bgant. Advised agent tat
rédialing the agenl mug have hil the automaled when the wrong numbar ks dialed
1206003 21 |rediging bution and ot the wiang number 12002 [immediate credit should be
again. Apologized for tha problam ane essurad requested o e Sprint aperatar,
that a cormglain would be sent in 5o the Reviewed procaduras with agani
SUperisos could inveshigale furher, Also called
erizon for the customer and got the credit on
har phona bill,
J1E2H
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January 2003

Tracking| Date of | Cat ¥ heatura of Complaint Date of Expanation of Resolution
& Compl. | Compl, Aasolution
Custormer called o repon G4 did not process
call according bo database insirections.
Customar rapans agents not receiving her VEO Woice to VOO Gall, VOO user began
1 respanss for past waak on any of her ncoming oLan3 call fyping instead of voicing. Agen!
DUBED3) 2| lis. Darabase info all in place when cusiomer missed first law wors of call. Agent
called customer senace, branding n place. |coached on this
Apchopzed for incareniante and fold customer
repodt would De sert (o cafl cenbar.
Az6aH
Followed up wih CA who indicated
Sirsl call went fing throughout 1o
! o 2nd call,
Customer wanted o know why call was ;wngmt: ;WIT“UE:;
disconnecied twice, frst al 7 am, ihen ot |custamer, wha placed ansthar zall i
ansam. Cuslomer was in the maddie of a rel | y
MMT03 & call and di e, Apal od o By 0108103 |which cusiomer could nat reach.
get disconnected. Apslogiz \irote cusiomer batter expraining ihat
customer and assued cusiomar wauld foliow sha callar has contral of the cat 1f
up with CA. =hi i thg ona recaiving the call she
does nol have control, The caller has
1. Arthur Maare
2344
Customer recesved a call from reday. Agant cid
nof read customer nates or agan the VOO .
f a8aml - Coached agent on mporance of
bridge. Cu " iypad VO plesise, thete wee reating and adhening be cuslomers
a very long pause. Agant finally got call going, notes. Advised agant of
bul 10k 2 while by realize j| wis a VCO call, : ot et h
oiana| 11 [Tranked customer for caling In and compiaint | 011410 |75 edomess @ BRTEEE
woald ba written up and forwardad to ta replaca 1hn-|uhrnrv.-c madem on the
approgriale center, Infarmed cushomer whan ccmptes with N funclioning
call came in branding wes in place but volca modam .
path was not apen. Put in ireuble ticket :
32804 647236
Cusiomer called in staling that sha got a bl
trom Seint and hier leng distance camies 10T,
Thanked her tor calling in dst her know that |
. y oke with custom d explored
Divtama| gg | WOUH e e techs chack inta Wiy Sis e S | g0, ﬁaci:c ||a|c.n G;;nﬂefxum o
happenirg also asked her 10 send in & copy ol swimh 1o EHW?.LD
her bil ga that | cowld get the changes laken
care af. Cusiomer does wanl comast wilh
A316H rsalulion.
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February 2003

Mrackmg | Dateof | Cat # Mature of Complaint Ciate of Explenaten of Resolution
# Comgl. | Compl. Resolution
Cuslomer thinks this agenl may need additional
\training in voice. Mel retiaval. She did not or
woukd nof fellow the instructions so | had o . .
021303 3 [hang upand do it af over again wilth ancther | 052103 G[q::ﬁ:“:fﬁr‘:?m“mma"
agent. Customer doss not reguire follow up. | ¥
tnanked caller ard apotogized. Told har agenl's
(supervisor would mest with har.
4091Z
CA rememered the call. Answenn
Whan customes misda a cafl threagh NH ralay mach vary shart and axiremal 15519
hie eperator reached answeting maching, The iy au" E et nan of Iirsry
cperator did nat follew the datebass sont " E?:I‘ . P - o
imsfructinns, '# arswarng mach do not recond notes and '!"Dnﬂ mﬁaﬂ‘] and GA
Type & rmuch of message &5 possible belors Coustomar indicated fhis was
EEE] CUBLIMEN WaNLS i lave Massans wie P nanEleﬂc:n e
radialing,’ Agent typed samathing like *this = a ceasad Did not %o radial 1o
el then nething. When cuslormer came Dack :ﬂmmsg £ feals nates andl
an line she asked uhntw_wnr?TMagm Mmrmiolﬁmru fol anacty
gz 2 |replhed that was the answesing mach, The etk k] aihan cust askad “what was
customar did nol know whelher & Ive fecson " GA repliad an:swanng. mach
e e o cxorer ey
F— d pledss t 20 ﬁb:lﬂ'l . of answeing mach as possble gve
pant hpd B TPl 20 < " been and GA will lsave massage 151
disconngcled. Told M customer the repart fime, CA indiatad kn & of
would be sent ko the caller center suparvior Ty g:uslg
and apologed that she was nod able to notes Als aMter my Dﬂa with
carmpléin har call. Thanked e cesiomer lof Ca | feal Cawas| d mWIr’g
calling. CUSIOFET Notes,
3485H |
Custaarer giates she received an imnmirg eall
Thia agend did not read har notes. Customer
uses WEO. Custormar had o type 1o get fhe
a2ER03| 2 |apents aenton. Gusiomer would ke ihis agent| 2/E703 F”‘m“;‘;ﬁmh“m ba mare attanhe
tg racaiva coaching 59 she goes not conbnue 1o ” )
ignone customer notes, Tharked the cusbomar,
5 Agdwined the supervsor would e notified. |I
3474H |
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1 3475HJ

022703

A

TTY usar provedad @ phona ¥ o relay agent and
agen typed a message ndicaling the numbar
was irvihd. TTY wser provided The @ again.
Agent dislad out and call was procassed
succassiully, Whan call was comphelad the TTY
user asked agenl what she meant abaut invalid
numbier and agend typed that il was past call
and no longer available TTY wser asked lo
sugarvisar caler waltad for long time and
suparvisor did not assast agent did nod irdonm
callar tha supervisor was unavailable TTY usar

Junhagpy wilh relay sve and expects relay

agenis 1 be homest ard infommead of misiakes
and provids relay customar svo # whan
supRnisar is nol available, Apclogized for

\eroblem encaurered advised ial relay agent

must adhene o stict guidelines regarding
curmant and pass cal imiy advised Tha agent
wasn'l beang dishones), Customes requesls
follow ug.

02T

Inbound cusiamer gave agent 2 wih
600 area code the lirss lime. Ageni
gave repor the # was invaid, The
custormer then gave & 602 area code
and The cal was compleled
succasstuly. Aler the completed call
customar askad whaat she maant by
irvalid . Agani responded “sorry infol
18 no longar avallable, Supenisor
varified that ;e infa was ona
prasfous call and no longer avalaba
Agant lollowed correct procedure.
Customer reguastad B suparisor.
The sUpanisor was assising on
anothar call and was delayed. The
eganl informed the customer 1he
SUZEMISOF WaS B5SIsIing another cafl.
Spoke with customar via email and
send her a lefter. Agreed jo meet with
mat 10 expain mare abaut relay M
and tna call procedures n omder o
rmaxiTEze her productivity with melay
INH.
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March 2003

Tracking| Date of | Cat # Mature of Complaint Diate of Explanation of Rasalution
L3 Campl, | Compt Aasolution]
Caller savd she gave oparaior the instructions b
nol annaunce relay or explain ralay just give the
A when the parson called arswerad tha
phane, Howisd dusing he conversation agent
asked the parson called 1o repaat what ahe Spoke to GA wha did not remember
sald. Caller said sha was unhappy bacausa sha tha call. Coached CA that do not
03033 | 3 | onted agent o type o her [ dd not undastsnd] T oU00 Dannguncs iWEEARS g CA o neffain
what was said so caler coukd ask e parson 1o transparent.
Tepaal nol tha aperatar. She saio ENe wans e
agant iotally ransparant same as s done on a
Z lina WCO call. Apologized 10 the Galler far
problam. Mo call back requested on g isgue.
B4BEH
The cusbarner slales 1hat he works 1ot PSU and
travels a kot that would reguire him be place 8
wort The cusiomer srpevietonsa ot f eg Wk fouch wih i i skt e
800 ol awailatie and wauld ke to get this regianal B0 e ana s rumbar
ragsbead. Ascarsng be him he had to place 0 for = M,l n:wﬁ 19 et e
an aperaisr within the bulkding o placs a call customer wag 10 Boess
030503 2% . ’ JANS03 | number from Mass. Via relay NH
cutsite the bigg had his parmission 10 gel he . . .
sl from numbet o repeet this. Aselogized fae Since hiags i ot o Sprinl;l:w this
tornar will
the Inconveniance and assured him tat this wil v ’e::!:mhmm”f:is mf
b reported to appropriase persannel Entared _m e rstaod this Esue s
TT¥TT2404. The cuslomer wiould lile 1o be
contactad if there & any adoiional info nesded
o resohng this,
2450
C# deas not recall this padicular.
Cuslomar States opeésatar did nof hava VOO on Cioes not remesTicar any problems
1or her call. Cusiomer notes stabe clearly ihe with VGO calls missing indp as of
031403 2 procedura she wenis followed lor ner calls. 031203 |lately. CA damonsiraled carrect
apoigized and stated that e supervisor would wnowledge on procassing VOO calls
B nalilied. and uging ALT ' to get into form
3016 WEOL
Mt weih agant concaming thes
Customer states sne received a call and the m'“ph‘”;rm'; a E"g;”‘ﬁ;‘""
aperator typed soma of the words on Sparish. ut nal: H:I;cm :m:ml;ss SE;GIS““';IW
FL
oaima| 6 iﬁg;m‘fwﬂm":fjméim"“ £AMEZ03 |calls. Agent stated that she & uwnabls
apciogzed ana siasd me !u"' i be to type in Spanish # all. Coached the
natied. No ollow g nesced agant on propar procedures nat
' should e Sollowed when you reach a
reconding that is in Sganish,
3014 8 e
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3032

TaM&en3

Customer statas CA spoke te her callar and she|
prafers to contral the call. Custorners caller
anivised the custormad thal the CA said she was
speaking (o fast. Cusiomar pra‘ers [0 be
imormed when thene is a problern and she doss
mot want G invelved. Cushomer waris trainar
to el VOO relay cperalons to never Speak o
thair callers. CS rep suggested customar put on
hier notes that she wanis 1o be nformad of fast
talkar but customar says e Rep also suggest
shi's lell ggent al the beginring of her calls that
she wants ko ba informed if thare is a last takar,
Thanked customer for calling. Follow up

L TL R

oansn:

| witnessed this, A paced tha voica
parsen and once the call was ovar
thé cusiomes okd b GA b never 6o
pacing. CA explained @ was peotocal
to pace and suggashad tha customer
noles slale not to pace, #ic.. CA did
call fv a suparvisor and once |
Began typing i i a supenaisos the
cusiormer hung up. Explained fo
customar hat the relay sgenls do
faca the haarng parsen o allow
them o type éverything and sped out
soime wondd. - At Moon

| 3414

aangne

Custamar callled to recpr that apr answened
hif call 1o he dedcated woo nbr in MH. This op
waES wery slow Typet and watied and wealied
baofne autdialng to the nbr sha gave, She then
made a sécond aall 1o the same dedicated MH
wen nlF &l G4 AGAIN 8 opr &t he FL eamer.
Thiia cpr distad tha etong and shig anded up
reaching some doctor's office, Customar was
viary upSEl Beciaue $he had Deen inlormed in
ihe past thet whan she disls the NH dedcated
wea nbr tat har calls will atways be handled by
e Spacialisss and never at the FL retsy canilir
| polegizad k2 the cusotmer for the
meooneerienee &d gaplamed hat UIW as nlo
aware it &y changes in our systam hat wid
rarouta tha dadicated veo calls. | otid her the
rigapr wid be Send to the call center and also o
hie Bact il for lalioe | Thkamed e costomes
{or latting ua know. Sha ke contact the acet
miyr ragarding this

Q32103

BOBG - AGERTS typing spesd misals
FCC mguirements. Met with agant.
She did not remembear the cail.
Coachod the agent on the
impartance ol rairairing a geod
typing for eacn cal. Also responding
to VEO usars in a imaly manner
246 - Mat wilh sgent. The agent
stated that sha did not remember The
call. Comchad tha agent on the
imporianse of remaining focused to
ensure the correct number is dialed.
Alsa rindawed immeciate cradd
proceduras with aganl. The VGO
direct calts are to go ihru bwo centers
indepefigence and Moonabead M
Howeved on e dabe of this call was
a busy day with VGO calls and some
calls warg ovar flowed to the Miame
cenbd. An email was senl to the
customer Tor [ollew up today.

30431

1803

(probéem and fanked he customer for ketlicg us

MH VD ugar reparts agant did not opan kne forf
VOO and thaere was a geléy on an incoming call|
Cuslomer says agant o not Dother to reed nar
notas which is frestrating to her. Apclogaed for

W the problem. | et her know that he agent
suparvisar would be informed to address the
problem wilh e agent. Customer did not
request iolow up.

Q32000

Coached agent 1o call supervises i
aricountering problems with Vo0
GLEBTIES.

S04

0320103

[X]

Tha aparator did nol foliow database

ingdructions that it someone caks her TTY first
men YOO, The call did nod connect srmoothby, |
apoioglzed got v necnvanence and thanked
tha customaer for latting us know. Told the
cuslomar tha report would be sant fo the call
canters supsriscr. Mo fallow up requestad.

024000

et with agent cancaming this
complaint, Agend staled that she did
not remember this call. Coachad thie
agend an the importance of aways

Vioilowing & custarmnars instruchons

when given. If obsersed not doing 2o
appraprate action will ba taken
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0601

cl=Raiic]

MH VZ0 wser raceivad call via ralay and spoka
oid ot get a response spoke again and agent
typodd 06 you wish bo speak now il yau wish 1o
speak how please speak now”, Customar fait
this was ridiculous and agents do not fallow her
netas, Customat Aumbar is Branded VCO and
noled B8 VOO user, Customen wants i know
why this happans. | explainad that | was not

sure what caused it as #e ina ig brandad VOO,

in chacking with my co-warkers thay ded not
kriow aithar and suggested it may have been
samething in hes equipment. Cusiemar did not
accapt this and requestad supsnesorn
Supenisor responded and agresd to put a
traubie tisket 10 have the lechs 160k ino 1he
prablem. Customer did not ask for contact

D4 TN

The tech made soma test calls 1o
check on har branded e, It works
good. Mo issuss wers raparted
(Custamer is okay with 1his matter.

3084-1

032603

Cushamer called to repart that 2 agents did not
read her databasa notas which read typa as
much al mestage as pissible batore beap

CUSbOrMET wants 1o leave massages wio readng.

Agars both apologized for nat sesing the
mElfpetions in e notes and offerfad 1 redwl i
leae the message so the messages were |t |
thanked the customar tor lating us know and
oxpl@ined thal ance in awhile the notes may not
appear on the agent screen. | tobd the cuslomes
the repart wowld be sant to the call centar
supanisar and apologazed lor any
moorvenience. Na follow was iequesied.

s T i ]

Agant follawed instructions agent
prampted her 8s Instructed.
Customer desconnactad after #nd
call, Agent navar had an apology
UL Lion, Inforréd customer she
had the oppamunity b voise her g
3145F - Agent did nat read customer
ratis Lntil aftar yping antine
BnEwering mach mag. The agert said
the notes ware full ard this message
wik al 1hi bafem, Tha agent was
Irying to maet the 3 ses diging ow
raquirament as weil. This agent did
apokogiza, Agant understands 3 sac
dialing aut & waved if cuslomer
nobas ana full Also coached agent 1o
call suparvisor assistance whan
cuslomer is upse! and yaling,
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April 2003

Trackng| Dateof | Gat. 4 Mature & Camplaint Data of aplananen of Fesolution
[Trackng [7 [3 E of A
| Compi. | Compl. Fasclution
M WCD custormes rade call and CA did nat Spoke 1 CA, who didn't remamiber
ki she was VGO, This is very frustrating o the call unlass it wera a call that
ner customes feels agents are not trainad or came in VOO - they naver would
paying attenlion 1o the call. Customer is speak. VOO hung up - dan knaw #
(/003 2 mranded WO and her call cama in as Vo0 o HOTNG [that's really the case, since agent
|customier senvice. Apolegized for problam and uesually doesnt have that muwsch
let har know would send a complaind o the trouble with WCO. Tald agent 1o get
supervisar bo address this wilh ihe agend. No @ supervisar if agent has problems
|cantact reguestad. like this in the future.
| 30881
| “s0es |oapanna) 19
|| MH WEO custome: meds call complainad of Followad up with CA. CA does nat
horrbis connection, Sha typed VGO and got recall thiz call, Upan reguest CA
garbang twice, Frally ca heard her bul never nu::rm:mrnm:a?:lm&:;m&dn
DaCAa| 2 |sa WCO on. Cuslomer stales People wond call | 04510403 . .
e ilg 100 confusing. Custamer is branded VGO wia Akl 1o upHin I procedurs Bs
outfingd in the PRE and coupli
::::.Z:r cal cama in as VOO fo custamar loptions ko current poesla paibling
30851 155LE
0Ec-l | 403003 11
Customer states thal thes CA did nol swilch over BAat with ageni bud sha did not recal
B VGO and it is clearly in har notes that she s this specific call. Coached agen on
a VOO user, Assured that a complaint would be reading and following cusiomer
11 17
mtmal 2 sant in 50 that the proiplem could be panaa noles. Also on corect VOO
ifvestgated further, Mo call back was procadures, Will conduct cne on one
31141 reguasted. Training with agant
Customer caled o repart that on a call today
Ca reached &n angwering mach and anly typed
answering mach. My custarmer dafabase noles
instrucied i answaring mach, oo nol recond type
as much of message as possible belore baep A wsrh
CUSIDMIEBr WantS 10 |eave a messape withoul 4“31"?:‘:;;“15"& meﬁ:u it
recvaling. Tha customer sax that e CA took Foilowesd ‘m"m"‘#m c.:g -
cantral of hér call ba redialing to eave a ol o UI;H'H‘! hi 5" I?D
041403 2 |message withoul being ol b0 do so. A second | 047503 mmzsumw‘v::»;umum a;;:‘r: ‘:"
complaind was reporied for & call placed last —— oA d
riight whan Ca did ned process the call for VGO, _""‘“ﬂa"' ”T‘dmm‘m“’ an
The instructions lor incoming calls appesr on :TD?Q “'f::} adhering 1o customer
the COB notes if someons calls har TTY st 38 Gr NGt 5
than VGO, Apsdagized te the callar and thanked
the customer lor leting us know. Told har the
repart would be senl 1a the call center
supervEor. Mo follow up requested.
31
Custamer salled to rapor she receved an
ncoming relay call and e VGO was not on.
Eha had frouble connacting because the CA did hhel #rlh fha agent. Ageni sent
ol read 1he custormer database notes which garbling masrs to W3O, than tumed
04T 2 [instructed it someone cals her TTY fiest then | 0521103 V':D;;" per cusll:mnr "°":5- Agen
VCD. Apologized ba the cushomer Grd told hem was lofiswing relay procadures
ar would be sent 1o he call center Famindsd agent nonatheless how
EUD‘ Thanked Ter ior 1efling ups know. IMponent cuswnoer noles ane
31331 Mo fpllow-up requestad,
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Mt with agent and he staled thal iha
Cumoreeporas st ecoves G et e natne o0
ineeming cal throwgh retay sve. GA did not ad whan he reached ha OB
process (he call 88 & VOO call, Her cusiomer and & voice Persan nawered e
paZ109 D nates insiruct TTY first then VCG. | 0472203 line. He fen attempted Esatup tha
apologized to the cuslomeer and thanked her for call when the 08 disconnectes
latfing us know. Told her the report woukd be Coached agent on 1he impostance of
sant t tha coll center suparyisor. Mo Toow up reading and followng custamer natas,
call requested, also reviewsed VEO procedures with
that agent.
A144-1
| just had anather call whera tha CA did nol
read my cusiemar nates. CA reached an
answering mach and typed the enting MESSE]e S:;:‘::E;Tﬂ‘:ﬁmmr
50 Bt | esuld not leave my message tha first uncarst tharm when daing 5.
a4sana time. The rotes read type as much of Message | pe iy (1o agent o ask the user i agent
&5 possible before beep cuslomer wanis iz deesn't undarstand something, and
leave messape without redialing. | apologmed 10 ways follow holnmmmm.; ver
for the Inconveniance and tald te custamer e by Ihe TTY uaer.
report would be sent 1o he call center
SUPETIS0T
350
MH VGO customer said that the agent Sd nol
switch to WD wnen cusiormas clearly typed she
was VOO an an incoming call and il states m
hier nobes that she will answer TTY than voice
The agant later iyped ane going fo voice an his
|| 0412303 s?ll S0 The cuskomar i hqlng up since the agent EE1mA Coal:hEK! agent on reacing customear
did not know whal was going an. Apologized o mainections thronughly.
the customer and offerad to change tha
sustomer notas | lelt thay wera @ Bil confusing
concarnng meoming calls, | changed fa notes
ard old hes this comglaint would bs
814 documanied.
F151-1 | D4ER0a
Customar states thal agent did not read her
naobes thal provide answaring mach insructions
Agent dic't type any part of the answering Apunt said she did type sut the entie
mich message nor did sha aven bypa e wotds) N
arswaring maching message. Mot
Q42E03 answening mach. She oniy typad beep, CRlZEND sura if CuBtomer egquipmend g
Custamar States Sha néeds 1o kaow mare (han brolen
pesp. Customer wants agent b be coachad
Thankad customaer and advised the supanvisar
waould be notified
155
WD caller rapons AUMERoUs Broblams wilh
relay cperalors who do not read customer DB
rates regarding how har calls are sndwarad,
First TTY than VCO. Motes say VOO will
answer TTY then switch to VEO. This mormng Coached ha agent regarding this
WEO received call and opesatar did not b on issue. Fexed 10 Arhur Moare on
Garaana WCO. VGO customer had to raquest VG0 veD | o= 9 [eig Calien sustomer and
upset that oparators do not read cusiomer DB apologized.
netes. Apalogized for probdarm encounianad
atvised complaint would be fwd 1o mgmt
Customer requests cantact from mgmi
ragarding this issue.
JVEG-|
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1001-A5M

042003

Tammy callad to report that har voice na was
gaiting TTY tones when she dislad o Relay
New Hampshire.

042103

Had her phone number tranded as &
voize numbar,

2100

04/2903

MH VCO user upset that agants aran't raading
har notes and do Nt knaw how 10 procass YOO
calls. Customer says her calar will spaak and
han thare is just sienca. The sama Hing
(happans whan She Speaks hersell. Cuslomer is
frustrated with the siuation.

ORETNG

Complaint was receivad on 5153,
Kt with agant concarning oomplamnt
Agend didn't rermamibar e call.
Coachad agarit on the imporance of
réading and following ousiomes
nates, keeping the customer
nfermed, and responding 1o Lo
cusiomar quastions, and procassing
WCD calls.
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Complaint Tracking for New Hamsphire

Juneg 2003
Tracking | Date of | Cat. & Mature of Complaint Date of Explanation of Resolution
# Comgl. | Compl. Resolution|
. CA did not follow customer's database CA coached on following customer
B.410. > 2PRN3
23081 pe/nma “  |instructions. oB/zems notes.
Caller said the agent when typing an answering -
Coached the CA on the t
06/25/03 e machine recordnig typed "cannot understand 07/15/03 nro‘::c;dureﬁe on cem=e
238041 recording: on parts of the recording. ’
WO reports that agent asked for VOO number - . cad
08/26/03 1 twice, cusiomer provided it twice and agent 08/27/03 :l;:ﬁ\ra;_::;wec proper procedure
2381-1 dialed wrong number bath fimes. -
33611 | 08/26/03 3
Caller said the agent needs more training. He i
Feviewsd dfferent call e
062103 | 21 |dechned to go into detail but did want to speak | 08/22/02 w;;'_'_'; : en:rl:'i m:jt :r:m r_‘;:_ls
o to & supervisor at the handling center. e s ¥ pre )
3845
VO customer reports that agent did not follow w‘":" _c;j_r:‘;:{ﬂ:_t::::gt:r :_lE:-'
08/268/03 2 customer database notes regarding answering | 07/07/02 |, ¥ o R
hine timely manner at the beginning of
23824 masnine. calls.

Page 1 of 12
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Complaint Tracking for Mew Hamsphire

July 2003
Tracking | Date of | Cat. # Mature of Complaint Date of Explanation of Resolution
# Compl. | Sompl. Resolutian|
CA coached on sstting up cal
- = H g _— - : o fo
o700 5 Cust-r".'er sta.tes agent did not switch to WZO rie ol ectly and paymgi attention fo
on the incoming call. customer notes no follow up
2411 requesied.
34911 [ 07/08/03 "

Page 2 of 12
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Complaint Tracking for Mew Hamsphire

August 2003
Tracking | Date of | Cat. # Nature of Complaint Date of Explanation of Resalution
# Compl. | Compl. Resolution
| logize d be to change
MH spesch to speech customer is frusirated .a:-u- cgized an gan .D ehang
- X his customer notes per his request.
0B/ADE/03 that his customer notes are not clear encugh )
for agents to understand what he wants. However the customer then decided
oA ) to wait for another time to do that.
42552
08203 2 C.ust:.r“er .states the agent did not follow the 10/18i03 Coached agentr immediately to follow
an11-J directions in her call notes. customer's notes.
ao11-J | 08512703 "
Coached agent if part of the
o820 1 n an incoming call the agent did not have on nerzeiga |Messageis garb ed.to send
the VCO after customer typed to use veco. 'message garbled" instead of
30614 nurmber calling to.
08/28/03 3 Customer reporied that the agent did not follow 08i05i0a Coached age’!t ta seek clarification
custamer notes. nefore putdial if unsures.
30604
VCO customer wants semeone to call them TT results - Garkling is usually &
back to discuss recurring problem of our I result of line noise. The stations
0B8/21/03 28 L . ) 08/28/03
transmission coming to their equipment all themselves are not reporting mare
442 garbled. TT 1001158510 garkling than usual.
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Complaint Tracking for Mew Hamsphire

September 2003
Tracking | Date of | Cat. # Mature of Complaint Date of Explanation of Resolution
# Compl. | Sompl. Resolutian|
_ - Customer =aid agent did not read customer e |2@ent coached fo follow customer
3080-J pa/naing < notes and have WCO furned on. De/30/3 notes.
Demasirated cormect knowledge in
ooi080a 8 Cust.ur“er reporied call ba-:.k I'I.JI'.I'IDC—FE left an 110203 trying o a55i§t fan::l comact cusiomer
answerning machine were gibberish. when complaining of garbling
3084-J oroblems.
Unable to follow up with the agent as
08/08/03 21 |Customer reporied agent dialed wrong number. | 02/12/02 |there is no agent assigned to that
a0a5-J number.
i . Customer states that agent did not follow PR CA was coached to read notes and
P 08/11/03 1 v 12/22/02
3101-J customer notes and have VCO on. follow them.
R Customer stated agent did not keep customer — Agent was coached on answering
Iy I a / na
3156-J pe/zams - informed at all times. Darsei0z maching procedures.
3156-) | 08/Z28/03 2
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Complaint Tracking for Mew Hamsphire

October 2003
Tracking | Date of | Cat. # Mature of Complaint Date of Explanation of Resolution
# Compl. | Sompl. Resolution|
) s0io7i03 0o Customer reports the agent did not follow her 10/0ai03 Age '1t. coached on answering
3181 customer notes. machine procedures.
Caller said after she completed her first call with| Coached agent on remaining on line
10503 03 agent, she gave a second # and agent never 10702 after call 1o determineg if another call
o did responded so caller hung up and called CS ST |well be placed. Reviewed
to file complaint. disconnecting procedure.
3208
sozoma| oo Customer said that agent did not follow 11/02/03 CA coached by supervisor to read
3220) "" “ |customer notes that say to switch to WCO. 7T |and folow customer notes.
" e ) e Followed up with this agent regarding
1gizoing| pp |Sustomer caliedio say that agent did not follow | g s | llowing her instructions and notes.
her notes in regard how to handle WCIO.
. Agent was coached.
i J
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Complaint Tracking for Mew Hamsphire

November 2003
Tracking | Date of | Cat. # Mature of Complaint Date of Explanation of Resalution
# Compl. | Sompl. Resolutian|
The vioce person siated that message left on 4 i che " "
11407/03 g his woice mail was spoken extremely fastand a | 11/10/02 [ gemt coached on [eaving messages
. . clearly.
little sloppy. It wasn't understandable.
2724
- 1/12/03 1 Caller sjam she received a relay call and the 11/13/03 CA was caoched on proper
3280 agent did not have WCO on. procedurss.
Agent understands the importance of
112703 1 Customer said that agent did not activate the 01/15/04 opening headset immedistely when
- WD fast encugh. o she realizes she is handling a WO
3282) call.
Customer reporis she received a call and the
a - agent did not turn on WCO. Customer's notes A Agent coached on handling WCO
1414703 2 ; 11/14/02
are in place so the agent should read and follow] calls properhy.
3284.) them.
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Complaint Tracking for Mew Hamsphire

December 2003
Tracking | Date of | Cat. # Nature of Complaint Date of Explanation of Resalution
# Compl. | Sompl. Resolution|
Customer states she received an incoming call. 4 i che : "
12/10/03 2 Her customer notes clearly identfied her as 12Man2 | 9:1 Doa.,r'_c :r‘ ar'r;c:t.ggnf Ic-a =
- VICOD but the agent did not open the voice line. ard proper nandiing ot ¥ s
SO
Customer states that when she called to relay
, she was never acknlowladged as a WCO user R CA was coached on proper VCO
12/14/03 " . N - 12/22/02
by this agent. Her number is very well marked procedures.
with bath the branding and in the call notes.
3375
. e S Agent followed proper procedures |
2/18/03 B g::::rd:: ﬁ;l::"__l: ?:::{;nl_r&:':. l:';ne 12/18/02 |agents do not fype ans mach prior to
3284 Enng mac picked up e p ) the beap).
Customer stated she was using relay online
with this agent and the agent misdialed her
d d back io her that Sprint r
12izpima| g |PuTRSrand typed back to her that SEARErIAY | o0 g || e sorwarded to FL relay center,
was not accepting any internet calls and to cal
1-800-277-8872. Then the call was
3471J disconnected.
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Complaint Tracking for Mew Hamsphire

January 2004
Tracking | Date of | Cat. # Mature of Complaint Date of Explanation of Resalution
# Compl. | Compl. Rasolution)
0109404 5 Caller. said agent did not typc—l the answering 0171504 Agent was coached on following
3478 machine message as stated in customer notes. notes.
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Complaint Tracking for Mew Hamsphire

Fehruary 2004
Tracking | Date of | Cat. # Mature of Complaint Date of Explanation of Resalution
# Compl. | Compl. Rasolution)
Agent coached on WZO procedures.
. MH WO complains that agent did not use WVCO A Alzo reminded to look for
D2/04/04 1 02/12/04
on incoming call she received. = noteslindications to identify WCO on
3055k outbound line.
02/05/04 1 !'\J_—i WCO customer u:,omplair'iagen‘t did n# use 02/08/04 Coached operator on WCO
208K WD for her call through the MH relay service. procedurss.
Spoke with agent and she is aware o
0262004 - The CA did not read the notes in the database 02721704 proper VGO procadures and will be
= < instructing for WVCO. el miore careful about reading customer
notes in the future.
3115K
VSO customer reports agent did not fellew COb Educated agent to read customsar
02/08/04 2 notes regarding incoming ealls and did not open| 02/08/04 [notes throughly and if agent has any
2073K the line o hear voice after VOO typed. questions to ring for supervisor.
3072K | 0270804 i
Customer states agent did not follow customer Coached agent on the propar
o2oims ] 1 N Be - 04/22/04 |procedures to follow when
notes properly. - s
S processing all types of VGO calls.
T
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Complaint Tracking for Mew Hamsphire

March 2004

Tracking | Date of | Cat. # Nature of Complaint Date of Explanation of Resalution
# Compl. | Compl. Resolution
MH WCO user had to type instructions to get the Agent was coached on proper VGO
03403704 2 call through as VO path was not epen for her | 03/15/04 [ - Propery
_ procedures.,
3152K to speak.
. Agent knows when customer noles
VGO cust rts the t did not follo
pamane | 2 | oo rfe‘:':irfoi; - H;QE" Gen ™ | 02005004 |say VGO to open line =0 inbaund can
3153K e | eal hear VGO,
Coached on alternate phrases to ask
030508 5 Clusmr“er states Is.he rr_t-:,er.'e::l a call but the CA 0a/05/04 caller o repeat |r1far"n.311.{:-n. Agent
did not open the WCO line. processed caller according fo
3182K procedures.
Coached agent on the importance of
e - Customer was calling Dr's office that is very 02/12/04 being patient and polite. Agent also
o - hard te get a hold of and was hung up on twice. | advised of the conseguences of
77300 hanging up on a cusiomer.
) . Call had dropped from CA station
oyepe| g |Customerwss caling Dr's offics thatis very | 101504 |40 1o sechnical problem. The drop
- hard to get a hold of and was hung up on twice.
77280 was recorded and reported.
TT results - told customer relay 20D
Customer calls MH relay 8002 from her has no control aver her business
0317704 24 |workplace but her calling from number never 02/18/04 |number appearing. this is somsthing
shows to the relay agent. TT 1001535214, she will nesd to take up with her
IThelecom dept at waork.
205K

Page 10 of 12
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Complaint Tracking for Mew Hamsphire

April 2004
Tracking | Date of | Cat. # Mature of Complaint Date of Explanation of Resolution
# Compl. | Sompl. Resolution|
Agent does not recall this specific
041204 | 7 |Caller said agent was siow in typin Da/1gins |S5U= but agent mests FCC
o ! e g S standards with regard to typing
3281K speed.
Customer states he is very dissapointad by the
fact that sro now has so many companies being Account manger followed up with the
Da/14/04 35  |affected by the amount of fraud calls and they customer. He seems o be satisfied
are continuing without any recourse to stop with our plan of action.
202K them.

Fage 11 of 12
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Complaint Tracking for Mew Hamsphire

May 2004
Tracking | Date of | Cat. # Mature of Complaint Date of Explanation of Resolution
# Compl. | Sompl. Resolutian|
MH WCO customer siates agent did not follow
05/11/04 3 customer instructions and misdialed the 05/14/04 |Agent followed customer notes.
3381K number.

Fage 12 of 12
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Mature of Complaint

A [
Explanation of

make VOO cals, He seemed very inadequate and didn't keow when tof
ick up or what 1o 00 on the cal. RCS response: Thanked e
ustomer for laling us know and assured that the complaint would be
E:nt In 50 thai the problem could be Investigated further, Mo eall back
5 requeshed,

[Cletomer stales Thal an agent did ot give Ner any Indicaion et 1|
was a ralay cal coming in. When her daughter called she asked if she
was calling direct and her daughter said no that retay was on the line,

hi VOO eustomer then stepped and acked the sgent to give the ID
number bul none was ever given, Anothér agend 5166M took over the
|ca]| and the cusiomer thought that the ageni's 1D might be able to be
retrigeed from the previous agent or the supenisor. RCS respanse:
Thanked the customer.

Resolution
Resolution
Customer Slates thal this agant needs & (lresher coursa on haw 1o ORG04  |Spoke with G, CA remembered cal and

D6/18/04

Agenil o nol provided. Agant wha look over cal

slated due 1o SRO he was rusty. Goachad
aget on VGO call procedures.

unaila to provide presious CA # No further
contact necessary.

Customar states That s has in hor Cak notes that shel type first then

itch b VCO. Whan she mada call 1o relay sha typed that sha was

aking a VGO call and then voiced the nr to dial. The agent didnt
rephy right awsry but when she did the agent stated, “Waell we were
rying to understand what has happening® the custemer said that this
means hat Ihe agenl didn'l slop ko read her noles, She has
complained about this in the pas! and wanls it noled that the agents
are siiil not reading notes.

1112004

intarnal Update Performed.  The agent was |
coached regarding propor call procedures.
Thiis was the agent's first day. She
understands what to do going forsard.

prm Customer slates that agent needs =ddmnn fraining. The customer
Jadvizes the agent did ret send the Relay intre; the caller starting
talking &nd the agent then stared typing. The customer then asked for
the agent 1D and had Lo direct the apent 1o open the VOO, The
customes further advisas that the agant did not resd her customer
notes. So the cal was frusirating to all involved. Apofozied Mo follow
up Needed.

Y

o

—
QE/25004

Coached agent on call procedures. Operator
states she did send nlro a3 well as the noles

says sometimes VGO, somatimes TTY

SlOMEr was tha agent to be avised Lo sy, "hold oihe momem

ilg | read your noles” as the cuslomer does have a kol of call noles
showing and then make tha dial out correctly. The customer wanied fo
lerve the message on the first dial out and this was not done.

| ——
CHEETT] Em did not resd the notas and it showad tha customars call
L

Date of  |Mature of Comp Date of |Explanation of Resolution
Complaint Resolution
CERFLT] [Customer said that this agent was the slowes? typar she has ever OFTM 04 Thankad customer for letting us know and
exparienced in using the relay serdoe. Her slow typing made e assured hat (he complaint would be sent in so
v call very Slarturing” in (hat bolh e customer and the caller had thal the problem coudd be investigated further.
1o wait for har to cateh up with @very sénlznce. Customer suggested Mo cal back was raquastad.
ihat thiz agent needs to get up to spaed with her fyping skills. Other
than that she did a good job on everything else.
——
FERETT) [Thankad the customer for lettng us know,

|2dded the phrase “read carehully” §o the roles
and theén assured hat the complaint waould be
sant in 50 that the problem could be comected.
Mo call back requested.
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'was a ralay cadl coming in. When her daughter called she asked if she
was calling direct and her daughter said no that retay was en the line,
i VOO eustomer then stopped and acked the agent to give the 1D
number tul none was ever given, Another agent S165M took over the
FEJI and the customer thought that the agent's 1D might be able o be
retrigeed from the previous agent or the supenisor. RCS respanse:

Thanked the customear.

g R 5173 I #
Date of |Nature of Complaint Explanation of Resolutio
Complaint Resolution
IEIE."ltNDd Customer slates thal thiz agent fieds a relrasher coursa on how 1o GB/15/04 Spoke with CA, TA remembered cal and
make WO cals. He seemed very inadequate and didn't know when tof stated due to SRO be was rusty. Goached
ick up or what 1o a0 on the cal. RCS response: Than ked e agent on WO call proceduras.
ustomet for lating us know and assured that the complaint would ba
E::'lt In 5o thaf the problem could be Investigated further, Mo call back
5 requeshed,
01 7103 ustomer siates that an agent dud not give her any indication that it 06/18/04 Agent # not provided. Agant wha fook over cal

unaida to provide presious CA # Mo further
conlact necessary.

108«“251’04

Customar states That s has in hor Cak notes that shel type first then
E:i!m b2 VOO, Whean she mada call 10 relay she typed that she was

aking a VGO call and then woiced the nor to dial. The agent didnt
raply right awary but when sha did the agent statad, “Wall we were
rying to understand what has happening® the custemer said that this
means hat the sgenl didn'l slop bo read her noles, She has
complained about this in the pasi and wants it netad that the agents
are sfill not reading notes.

1112004

intarnal Update Performed.  The agent was |
coached regarding proper call procedures.
This was the agent's first day. She

what to do going forward.

ll}-&l?%d

Customer slates that agent needs addbion fraining. The customer
Jadvizes the agent did ret send the Relay intrs; the caller starting
taiking &nd the 2gent then stared typing. The customer then asked for
the agent ID and had bo ditect the apent 1o open the VOO, The
customes further advisas that the agert did not read her customer
notes. So the cal was frusirating to all involved. Apofozied Mo follow
up Needed.

Date of

Mature of Complaint

QE/25004

Coached agent on call procedures. Operator
states she did send nlro a3 well as the noles

says sometimes VOO, somatimes TTY

SlOMEr was tha agent to be avised Lo sy, "hold oihe momem

ihe | read your nobes™ as the cuslomer does have a lol of call noles
showing and then make the dial out correctly. The custormer wanied 1o
leave the message on the first dial aut and this was not done.

Em did not resd the notas and it showad tha customars call
L

Date of |Explanation of Reso

Complaint Resolution

Q72704 [Customer said that this agent was the slowest typar she has aver OFTMZI04 Thankad cuslomer for letiing us know and
expariencad in using the relay serdca. Her alow typing made Fer asgured inat the complaint would be sent in 5o
v call very Slarturing” in (hat bolh e customer and the caller had thal the problem coudd be investigated further.
10 wait for her to catch up with every sénlence. Customer suggesied Mo cal back was requestad.
ihat this agent needs fo get up to spaed with her fyping skills. Other
than that she did a good job on everything eise.

}—— ——

0TI G FERETT) Thankad the customsar for letting us know,

adtad the phrase "read carehully™ fo the noles

and then assured that the complaint would be

sant in 50 that the problem cowld be coreciad.
Mo call back requested,
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‘August, 2004

Date of  |Nature of Complaint Date of  |Explanation of Resolution

Complaint Resolution

GEUEE) VGO customer reports that agent confiurmed that a voice message had GERETRE Apolegizad lor problem, Agenl does nol
peen left on viice mail but the person the messape was left for remember call Reviewsd proper procedures
advised no message was received from the caller, with agent.

DA/ Agent did not respoend aller VOO said goodbye ke voice persan she 08411104 [Reviewed proper procedures with agent
called. Mo rasponse no typing. VOO asked agant if the person hung
up, and there was ne respanse. VGO held on line for 5 minues,

DB/20:04 [NH WCO user complsns agent typed "phons equipment is busy” CH2aI04 [Agent received a fast busy. Agent felowed
irstead of "busy® when dialing o a residential numbar, which was procedurs. Agent demonstrated knowledge of
confusing. proper procedures when confronted with a fast

Busy. Mot agamt error,

DA/ 2304 Agend was not processing the VGO call according to procedurs, 023004 Apologlzed for the protiemn. CA followed

proper procedura,

0A/Z7 04 [Agent did not read customer's notes and did not respond o her when OBSZTI0 Thanked the cusiomer for leting us know and
she typed VGO GA. The customer Iied voicing to her calier and the assurad that the comglaint would be sent in to
[agent finally did come on tha ne in responde. This made the call very e investigated further. Agent demansirated
confusing. proper VOO procedure.

T i Tl Ao i T

Date of  [Nature of Complaint Date of [Explanation of Resolution

Complaint Resolution

ED.I‘I-!.'DQ O, dhidn't resad cust. notas "WCD USER, ON IMCOMING CALLS WILL o8/ 704 (T4 gaid cust, was outbound. Motes Indicate,
(TYPE THEN SWITCH TO WCO.™ The CA didnl activate VOO, “will type th switch 1 YCO." thought cust,
Response: Thank you far bringing this fo our attention. | will document would type "switch 1o WCO- Supenvisar
[this with the call center suparvisor, and cutomer was apologized for [assisbed and werified notess-only said 'th'”
e inconvenience.

o i 3 4 T, etk

Date of  |Nature of Complaint Date of |Explanation of Resolution

Complaint Resolution

10/0E04 Cuslomer calied to report that CA did not read her database profie 04421005 Was faxed do Florida Ralay supervisor Met
nates in arder o progess her incoming VOO call cormecily. Her noles with agent coached agent on proper
read "READ CAREFULLY VGO USER, ON INGOMING CALLS WILL procedures to follow and followed ug with the
TYFE THEM SWITCH TO VOO, The CA did not swich bo VCO to customer.
haar her answering, ehe repestad two imas, but stil no response,

Tharnked cuslomer for leling ws know and apologized for the
ingorvenience, Customer does wanl folow-up call right away. She
s2id good time to reach her today is around suppertime(5-6p)
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Date of

Nature of Complaint

Explanation of Resolution

Complaint

Varizon, which iz also noled. Customar has received credil from
[\Varizon for the charges but wanted to ket us know thiz occumad.
Apologized for problem, ket customer know | will infarm account
manager, saked customer to fax copy of biling for us to research.
(Customer will contac! Account Manager via email,

Nature of Complaint

Date of

Complaint Resolution

1271204 [Customer calied o say agenl 3240F did a “terible” job on her call, 1271 2/04 internal Updaie Performed. The agen was
The customer says sha did not read her customer nobes, which claary coached reganding proper call procedures.
=tate, “customer wanta to leave msg wio redisling.” The agent had o This was the agent's Grst day, She
redial three fimes to allkew the customer bo leave a message, The understands what to do geing forward
custorner als0 réports poor spelling. Apologized 10 customer for
problem. Mo follow up requested.

12724104 MH TTY user received Sprind charges, but his number i selected for D005 of April 1, 2005, customer has not

03/23105

—
[MH VOO user complains message lefl on har answar maching was
spoken in 3rd parson, the name of the company was totaly
misconsirued, and the agent seemed to be attermpling to speak in
ASL, which the caller is fuent in English, This was insulling and
confusing, and caller expressed it is difficult 1o understand the agent
Spanich accents. Apalogized for problem, explaining | will pase this
infarmalion on to the superdisor, No contact requested.

ntacted Azcount Manager on this lssue. So
e il is Considered clased

Explanation of Resolution

—
fet with agent, but she did not remember tha
cal Informed the agant to sways speak oud
and clear, on every call, specially when leaving
a message 50 that whan the person listens o i§
they can understand whal the message was
abaul.

lagent that message had bean kR onh answaring maching and when
[she spoke to porson she had keft message with teday the person had
not recelved the message. Caller was upset that agent had said
message had bean lefi. Apalogizad for the problem

i e (0 j LU g

Date of |MNature of Complaint Date of |Explanation of Resolution
Complaint Resolution

0409105 A NH VOO ;a?l 5aid that she made a phone call and was oid by 04/02/05 (Agent does not remember cl, Agent is :mﬁ

of the cormect procedure, No customer folow-
up requested,

R

i

Response: Apologlzed for the problam. No follow up required on this
issue.

Date of  |Nature of Complaint Date of |Explanation of Resolution
Complaint Resolution
0505 Calir 520 agent did not hane VOO on 10 Gnawer quicky. G.5. TE/A105 [t wilh agent, Dut b did not remembr s

call. Coached agent on always maintaining
focus a8 soon as a call enters their console. it
is very imporiant to be responsive 1o the
customer a5 soan as their cal comes In.
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Hew Hampedirs - Log Rapert of Compiaints Juna 1, 2005 - May 31, 2006 {12 Complaints)

Dale o FaRUre of Compiant D= of |Explananon of Resoiuion

compl Rasahriion

IS0 |Caplions - dropped charsciere g tled = TZTELE |CUSiomer ENared fee etk r2garaing Socuracy of
captions. CSR apelogized for iNckdence ang
tharkad cuglomer for e feadback. Suggested
cuslomer dacument the dale” tme® CAF and
expiain exparience for any fubure calk where
Ex‘ﬂtﬁE-SEEIT ta be Inacourate.

TZIETE  [Acedracy o caplions OH0305  |Cusiomer |5 mallng gged Sxampies of
pocrinzcurate caplianing for Invzstigation.

TZZI0E  |AWCD cusiamer caled 1o cormpian a when ner TZZ105 [AM called and taked with her re: the garing Iss0e

parents call from N, the call comss i garsled 3 1 nas been resalved with soms techniclan heip
Fowever, when the cusiomer calls them Trough Rl

711 relay, she does not have e garbling problem.

=he saye this has been ooouming for monms.

|spoiogized sor iInconvamance. Cpensd TT 1211480

oL r2quest=d.

[ZZ3ts  |Blling- =nersl 2405 |Desgnaled Carmer of Choles Tor long dslarse
Hllrg fior cushamer anidiar heangcaler.

OIMO0E  |Custamer elales WC0 1o VoD Cal proceseng has THIT0E [TFS Tramg elmnaled presbie Eanieal EE0zs.

been 2 probiem for e past wesk. Apcloglzen. TR Traving will provide WCO bo WO rfrasher
Service D2ek ficket 1308352 was openad. Foliow Lp raining to the call canters. Folowsd L with
raquested. E-mall proviged. customer by phone and amall.

053105 Caler 53 Ewﬂ 0 nat Nave WCO on 1 answar 053105 |Coached agentan 3\\'3'_!‘5 nulnlrirlngrumsa&

quickly. C.2. Raspense: Apoleglzad for the protlam. Econ 36 a call anters thelr consaie, It s very
Nufcllcml.p requreclcr this lssue. |I'I'Fl]13"|'.1D|:E f&SFI:IﬂEh'E'.C the CUsmEr 35 20N
DEI2000E | Custamer siales hal Ile a0en caled he nUmb=r and| 070105 [Feviened proper procedures i agenl
oot @ racorded message and e ner know the
meszage but Mzn dsconnecizd the cal betors she
wias able ko Ik fim know Turner what to da. ho cal
bsck raquested.

TT0EE  |NH VGO Usar complais 1Nt CA 00 nol annoUnce e O7/0E0S [T wilh agent, coacned an valce 1o Va0
3l EIrFI'D'MEﬂ'EC&lDFUH @ Al ghe recelvad, FR!I'}EI',.I'EE.
Which Was DCI"lUE"‘gSEu BN hadno W3y 1 KMo
w3 caillng. Apaiogized for the progiem and et
customer Kniow | woukd b sune iz Inform the iwﬂ
Eupervizor. Mo cal back requzstze

D726 |Cusiamer siales Dl when r2celving 3 call e TTZEiE  |Fer IT ol (e 5a, Cecked Ink Irouple eaet, his
messane was DiEly gamied. ApoicgZe for mie Was not a glanal 1ssue DUt an 15508 Wit customer
proti= and assursd that ine compiaint woukl e sant] equpment. Troubie Tiokst was cosed.
In 25 Etated. Troubis ficket 230050 tumed In Customsr
n0es requUEst Call back

TEIOLE [N 7T CUZomer SXperenting pIoniens wih Caler | 41505 [The Caler 10 Compiainis have Namowed 1o JUs 3
D mat transmitting viz Relay Caller D Faremts o Ifesw places that Cafler IDs do not show Up on end
irect dizied calls but ot i3 Relay cals are local but uzers’ phane. kzntflad hem to make sure that
not transmising 10 {complaing and Toubie ficket C-aler D go thru wia Retay Call Centers. Same a5
erbared per NH Aot Mor) Itor reguiar hone calis, some Caler ID dogs not

Bhow Lp.

TIMEDS  |Caplions - dropped characierepartled = TIMEDS  [Expiained Mz dfterence bebween e CapTe and &
iracitional ieepnone. Sxpianed that usually garied
captions are causad by sometning In the
erviranment or the qualiy of the phons Ine.
(Customer will iry using i CapTel at a drsarent
L

TZ0E0S [N VOO =T GOmplans Sgert dknT 1ake Ome 1o read| 120605 |Cpr @as e readng Noles & 2 SMe &5 NO=s

her customer notes prior o making the call, and when
anEwer machine was reached agent delayed
respanaing o her, then explained they were reading
the noles while cal was engagen. Apologlzad,
expiaining | wil be sure 10 12t he superdsor inow for

[rollor up with he agent. Customer do2E not Wart
oontach.

Gtabed to "type as much of ans mach 35 possiie
and 1o et WO O leave message on 1stdial™ As
byping was ransmitting - by the tms YCO got 1o
|2a/E MEBEAZE - 3NS MAcing hung up. Coached
opr i &nter caling o nbr, using a special keying
Ifeatures.
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Complaint Tracking for NH [6/1/2006-5/31/2007). Total Customer Contacis: 22

BEEE Tahire of Compiare EECIEan Eepanalion of Meconan

Lompiaint

05007 Ve0 CUBLOMER s -caling T1om nUmDer did no: Tansme o BA1Z00T |4 TToUDle TGkl Was 155020, TeCNICIan is researcing me 15502 a1 ik
foperator. Cparalor was unabie to process cal. Cusiomer time. Relay Program Manager called and spoie with 1he customer's
3K £he a5 Nad oNgoing prosiems. Takad b har COC milher 3nd ISaTSd T3t e problem Nag besn ongaing, for 3 year,
fand they said It was niot ineir Issue toflx. Customer would Technician wil falow up furner on (his issue.

Ike 3 Tolow-up cal fram Me Program Manager. (Ask o

speait to customers mather) Resoiltian |5 pending and will be compisted within raquired 150 days.

ety I [Z[TEEENTET Ve OF TIE TIOTTIEaE, a1 N0 1arg of TEEnT] - nooay -Dp=rab:| T2 0 TONGET EMDICyen Wen 1212y center Toroaeq g e ]

fsarvices fled complaint on benalf of TTY customer. the and ine 5/38/07 around 145 p.m. and Infarmed customer
bustomer gave the numbsr bo dial win 602 arsa code: Ih:Lc-..eTf... W35 10 longer with relay, Customer sesmad satisted
|operator dialed 303, The cuslomer typed, "Mo, It s E03.7
joperator repliad, Mo, e3mt you see wnat you ypadT
fcuzsomear sald again, area cone was E03, GPETSION TEplag

ATE U gonna order plzza or are you gonna olsputs tis?
foussomer asked for oparator ID and operator repiled, *Can
fvou se2 It on your screen™ Customer asked again blce,
Joperator typed, "My 1D number Is SXSK” and hung up.

| Customer hag 1D from TTY priniout). Folcw-Up Was

requestad

DELACT [REDr2eeniallve rom Dea HOH Gucs Nl Eceved Vaie [EREGH SUDETVISOr ME] Win OpEratar Wi BLaed sne i rEmember (his
foustomers concern that operator was wesy aloof, whiny paricular sl but she noticed (hat when sha l2ans back whis reaying
uncooperative, and dearly sighed during the entire call. N calls she does tend % sound 3 bit bored. Supervisor asked oparator o
oliow-up gesrea, Comact TS, ADSNt IS CONECIOLSlY MAKNG SNANGES IN NEM POSIUNS N order

o ellminate Tis sy, Supsnisorwent over proper siiting positions while)
relzying calis and made surs agent Understood Mt she must use the
voice: 1one 3ppropriate with the nature of the call. Agent understood and
staizd this wil Nt ba 30 IS5UE 3gaN. o MIOK-UP Was raqUasted.

TRTSTT Vo0 CUBLOMET Unabie 10 Make long Hslance Gals Yia Lo D47ZE07 ComCa5l as GHosen N MEnU and (520 IN CUB Noes, Relay Frogram
n system. Relay operator heand Sprint recording. Cusioms Manages contacted customers mather and verifiad al Is working
requEsiag Toliow-Up.

D3ZA07 Vo0 CUBLOMES r2ceved call TG Ner 50n VI3 MH Redy. [EFELH Cperalor Qi not rEMember 1his pankeJiar call UL #as COSChEn on e
foussomer stated her son Informed her operator had Importance of raading and foligeing &l customer notes and Instructions
misalaled on the st call and on the sacond cal e en.
boperaior dld not foliow her ulbound nales. Ho Tolow-up
waes requesizd

CIZ0Cy [T UGEr Calles 15 COmpian Mat While Pacng 2 calks e R Cperalor NUMBEr Wak & raning NUMBes Which Was not i Lse on N5
foperator sald $hat the first person she calied bung up and particular day. Relay Program Manager trizd %o call customer three fimes
foustomer Iater discoverad that the party had not iung up. VaENut ANy BUCCESS.
oustomer also stated that during the second el both
jpartizs hag 1o kesp repeating and repeating Informarian an
fid niat recedve any Information. This nappensd at 3:37am
EST. Customer requested flow-Lp by supervisar ahar
=pm EST

o ry [LEOMer SMaTS] COMpaT [0 Scocum menager wne | B

[forwarded It 1o CF o enler. Date of call 'was March 3 at
|5:50 pmn. The agen? was very siow In respondng from
jcalier and ner som. [T ook at [east ane minuse far the agen
;o bype what the 5on had sald and when she typed back
lagain she waked a minule or 50 for responsa.

o
Cperator has semonsiraled skils wih yping speed and accu am' There
may have been a technical lssue win this call AW communicatzd with
custamer via emal
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[FED T

[Service Issuze: Garerd

LCaTy

maching whan the message was not left. Customer f2els
:nat tha operator needs 1o be coached on “how to read
joustomer notes”.

[N

I CEraa0r 1010 cusomer Ta MEEE30S Was 2% on anewenn] T

Technizal problem Igeniified. Resolutian provided by netaark vendar.

TEOTBISINE Was ToTWard=a on 10 ODETSiorE |EaM LES0er 1or coacning on |
tollowing propar proceduras and reading customer notes. Team Leader
mit with aperator on following procegure and reading cusiomer notes
mare caresully

121106 T rst et o :5’:‘ and forwarded to C5 1o "aliow up. 11307 Additioral informatior: Date of call was 128006 al 9:20 am, repartad 1 [
o ustomer forwarded emall from ner awyer saying “CA was Customer Sarvce smal on 124606 and recelved on Monday 121106
ot vary good and made It nard far customer (o camy on a Coacned oparator on the nesd fo pay slrkd atantion and focus on al cal
fconyerEaton. CA KEpt fangeting Nall of wnat was sald ang Operator ungerstants and will maks evary SMom 13 facus more on call
Mating cUStomer repeat things DWer ang aver.” Folow-up FOCRAWES. CRM CommUNICIted Wi CUstomer
requested at email aderess provided

T2/Z7/06 VL0 CUSIOMEN UNEDIE 10 UGS COMCast for iang ISEnce 227 0E A TTOUDIE TICKEL Was [EELUS0. CLUSiomr Drofll2 Nas bean Updated and
feab througn the relay but the calls work wihout relay. No resoived win proper lang dlstance camiar
baliow-up requested.

TEoe VLo CUIOIMET WaE NGl S0IE 10 MRS M 10nG AIsance 03 T [ETTOUTIE TICRE] Wae [ZEU=0. TOn-agenT Enar. FIEed CUStamer numoer 1]
with his long dlsiance camer when going through relay. work o the case
fcustomars daughter was able to make a long dstance ca
withaut relay and the call goss through. WCD User k2eps
faetting a fast busy signal. Customer does not need falow-

P
TINAS [V CUBIOMEr CEIE0 10 CompEn 1l TS GReraiar ol ne o TECTICa] TESUZE W W ETSnaing wTiCh was nor commg Tratgn. Seme |

[eaitch over to WCO whien the WCO bridge dld not open

weorked on. Naon-agent eror. Operator processed call comedtly ance she
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Appendix T: NHPUC Order No. 20,236, Establishes TRS in New Hampshire

DE S0-225
DUAL PARTY RELAY SERVICE/TES
.0o. .

Appearances: Jcohn B. Messenger, Esg., for Hew England
Telephone Company,r Dom D, D'Ambrucsc, Esg., for Hamilton
Telephone Company: Amy Ignatius, Esg., for Dunbarton Telephone
Company, Granite State Telsphonse Company, Merrimack County
Telephone, Wilton Telephons; Helen M. Hall, Esg., for Uniced
Telecom, Inc., dba Sprint Services; Georgs Finklestein, Esg.,
for ATeT; EKarcn Doughty for Union Telephone Company: 3teven
Jones for Granite 3State Independsent Living Foundation; Susan
Rusrkach for ths State Department of Education, Program for the
Deaf and Hard of Hearing; Eugens F. 3ullivan III, Esg., for the
Hew Hampshire Public Utilities Commission.

BEPORT

I. Introduction

Dual party relay ssrvice (or telecommunications relay
service "TR3'™) is a servic that enables telephone
communication betwsen hearing people and deaf, hard of hearing
or speech impaired people. Telephons calls are placed through a
relay center where communications assistants (CRs) relay the

conversation. Hearing and speaking peoples communicate through

The FCC in its Report and Order released July 26, 1991, in CC
Docket MNo. 90-371 replaced the terminoclogy dual party relay

service {DFRE) with telecommunications relay service, among
octhers, because the term DPRES "entrenches current technology, &
result contrary to the intent of Congress. Therefcre, TR3 shall
ke the ocperative term for relay services." (Footnote 1 in the FCC
Order). &3 such we 5111 adopt the term TRS.

170



LE

90-225

[S]

the CAR who types what is spoken to the deaf, hard of hearing and
speech impaired peoples using a text telephons (IT). Deaf, hard
of hearing and speech impaired people use TIs to communicate
through the CA who says what is typed to hearing people.  The
relay center provides the ability for spesech impaired people who
can hear, to listen directly to the other party and for deaf and
hard of hearing pecple who can speak, To speak directly to the
other party, as the customer prefers. Chz are transparent to
the conversation and serve as a conduit using eyes, ears and
voice to facilitate the call. Chs adhere to & strict code of
ethics and confidentiality and do not perscnally participate in
the conversation.

IT. Procedural History

On December 24, 15%9%0, the Commissicn issued an Order
of Hotice setting a prehearing conference for February 7, 19581,
pursuant to B3R S4l-R:le for all telephone utilities in the
State of HNew Hampshire to address the 2Emericans with
Disabilities Act of 1%%0 (RDA). The Order of Hotice stated that
the ADA requires all telephone utilities to provide TRES to thelr
respective customers and set & prehearing  confsrence To
determine the means of compliance with the ADA in the State of
MNew Hampshire. AT the February 7, 1991, hearing, the Commission

determined and the Parties agresd, that the proper means of

effectuating the coals of the ADA in the State of Hew Hamoshire
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On February 23, 19%%1, the Commission, by secretarial
letter, established a procedural schedule for the implementation
of a TRS service provider in the 3tats of Hew Hampshire. In the
secretarial letter the Commission bifurcated this dockst to

address separately the additional issus of cost recovery for

IR3.

On April 15, 1831, the Commissicn issued a Beguest for
Froposal (REFP) for a Franchise t©o Provide Dual Party Eelay
Service in MNew Hampshire. On May 15, 1981, proposals were

submitted by ATeT, Hamilton Telephone Company (Hamilton), Hew
England Telephcone Company (NET}) and Sprint Services  (Sprint)
{cocllectively the Parties).

On May 23, 19391, thes Parties met for a settlemsnt
conference and drafted a 3tipulation Agreement on CoST Iecovery

which was presented to the Commission at a hearing on Mavy 28,

15981,

The Partiss filed comments on the proposals by June
21, 1891, HET's comments included restated rices on a
comparable basis to the other Parties. The Commission Staff
{3taff) submitted its analysis of the propeosals on Juns 28,

18991, Hearings on the merits of the proposals were held July 59,
10 and 11, 1931. Brisfs and revisicons to the proposals made
during the hearings were submitted by the Parties ERugust &,

18991, Staff's revised analysis was submitted August 15, 1891.
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In additicon to meeting the reguirements of the EFP,
Hamilton asserted that its size and alertness to customsr nesds
ware 1its greatest advantages. In support of its abilicy To
provide the best service for New Hampshire, Hamilton stated its
philcscphy 1s to "hire people with a customer service attitude;
give them the right tocols; and maks sure they have the education
and training they need.” (TR Dav I ppo 11-12) Throughout the
proceedings Hamilton emphasized its dedication to customsr needs
and the commitment of and to its employess. Becauss the company
iz small, Hamilton argused its employees are more diversified and
dedicated and thus are better able to serve 1ts customers than a
largser company.

Sprint

Sprint argued it provides a higher quality of service
than ths other companies, noting its commitment to exceed
guality of service standards; utilization of a system that in
most cases, distinguishes woice callers from TT callers without
the need for a ssparate 2300 number; utilization of an automatic
nurker identification (ARNI) database to reduce call s2t up Time
and improve guality of service; strong focus on the customsr and
New Hampshire including use of 1-800-BELAY-WNH as its access
nurker and by answering calls with "relay New Hampshire.™

HET

NET argusd it was best suited to provide service

bacause it is a major emplover and a member of the New Hampshire
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e3tablished pressnce in Hew Hampshire and Hew England, HNET
asserted, make NET more gualifisd than the other petiticners to
k=3t mest the needs of ths customers. aditionally, HNET
gsserted it was uniguely qualifised to meet the reguirements of
the ADA because only WET could connect callers directly to theilr
chosen interexchange carrier.

ATsT

AT=T argued it was the best provider for the relay
users of HNew Hampshire because of its experience and historical
commitment to serving deaf, hard of hearing and speech impaired
communities. AT&T polnted out 1t was the first and remains the
cnly provider of Operator ZServices for the Deaf, it was the
first interexchange carrier to provide TDD discounts, it is the
cnly  provider to utilize a nationwids consumer pansl  on
disabilities, it has invested in relay specific privacy
technoclogies such as woice and hearing carryover and TexXt To
speech, it has a record of 100 percent on time implementation,
it will use the ATeT fibker optic network, and it has a unigue
Disaster Recovery Plan.

Granite Etate Independent Living Foundation (GSILE)

E5ILF supported the Sprint proposal and urged the
Commission tTo implement a full time OCutresach Program in Hew
Hampshire. GSILF contended that without proper education,
specifically directed to the hearing community, the TES would
become a special service for deaf, hard of hearing and speech

impaired indiwviduals. GSILF stressed that TRS is a service for
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all pecple and that organizaticns should be trained to use TERS
a3 a wvalid, confidential method of communication.

State Department of Education

The State Department of Education Vocational
Fehabilitaticon, Program fcor the Deaf and Hard of Hearing (Dept.
of Education) emphasized the importance of qquality of service
gnd specifically recommended having a single 1-300 number to
access the relay service; discounts to all relay users; a cholce
of interexchange carrier; ons charge for multiple calls when
leaving a message on an answering machine: and access tao
automated answering devices. In additicn the Dept of Education
advocated consumsr involvement by deaf, hard of hearing, speech
impaired and hearing consumsrs, as well as an Advisory Beard and
g full <tims Outreach Manager dedicated specifically to Hew

Hampshire TRS.

Staff

Staff revised its initial analysis after final
proposals were submitted. It recognized final proposals
improved ARIsT's, Hamilton's, and MNET's initial proposals.

Howewver, after evaluating all proposals in their final form,
Staff recommended 3Sprint. Staff stated that 3Sprint's proposal
cffered the highest guality cf service overall. Staff was also
impressed by Sprint's consumer coriented appreoach, and suggested
that the Commission's stated geoals of guality first and cost
second would best be satisfied by Sprint.

v, Commission Analysis
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The Commission is convinced that all petiticnsrs meet
the minimum mandatory reguirements of the RFPF and are each
gqualified to provide telecommunications relay ssrvice in Hew
Hampshire. ks a result, our analysis is rimarily geared
towards selescting the highest cost-effective gquality of service
for the citizens of Hew Hampshire, and secondarily, provisicon of
that service at the lowest cost. Based on all the evidence, we
have determined that Sprint will provide the highest guality of
ssrvice to the citizens of New Hampshire. Sprint's dedication
to its customers and innovation were rewvealed throughout the
proceedings. Sprint's efforts to improve consiscently on or
excesd the standards persuadsed us that Sprint will provide the
highest gquality of service which we expect will continus to
improve as technology Drogresses.

We find GSILF's and the Dept of Educaticn's arguments
in favor of a full time Outreach Manager located in the state
compelling and are persuaded that such a position would ke in
the public good. Thersfcocre, Sprint will be reguired to hirs a
full time Outrsach Manager to work in New Hampshire. The
Manager's sole dutiss will be for the promotion of TRS and
education of all Hew Hampshire citizens regarding RS
cperations. Failure by Sprint to abide by this requiremsnt will
result in a reevaluation of this decision.

We find that without Outreach, Sprint's prices are

rmanasral Ty the Towsar TTrinn revricw af Sordint'e nrdics mer minntes
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per month categoriss is unclear. Lz a result, a condition
precedent to Sprint's acceptance as the TRS provider is the
submittal by Sprint of the actual costs for the Outrsach Manager
which will be alloccated by access lines rather than cocn a price
per minute basis.

Additicnally, we find the Stipulaticn Agreemsnt
entered into by the Parties on May 28, 1991 (attached) is in the
public good, and hereby approve it. Staff and Sprint shall
e3timate the annual costs of TRS on an access line basis and
provide the reguired amcunt to the Local Exchange Companies
{LEC3) for incorporaticn in the bkasic exchange tariffs. Staff,
Sprint and the LECs are inatructed to establish the method of
cost recovery Ifor the provisicon of tell service because the
Agreement left this issue open until the provider was selected.
Eesults are to be reported to the Commission befcre cutover of
the TR3 in New Hampshire. 3taff and the LECs are also directed

to determine an appropriate method of accounting for revenues
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consumer),; Self Help for the Hard of Hearing (hard of hearing
consumer); Helen Keller Mational Center (deaf/blind consumer);HNHE
Speech and Hearing Asscociation (speech impairsed consumsr): MNE
Begistry of Interpreters for the Deaf (interpreter): Granite
State Independent iving Foundation; citizen appointed by
Divisicn of WVocational ERehabilitation; the OQffice of Consumer
Ldvocate; Hew England Telephone: HNew Hampshire Telephone
Asscciation (independent telsphone company representative); a
menber of the public appointed by the Commission; a member of
the business community, & member of S5taff and the TRS Outreach
Manager.

The Commission is aware Sprint will reguire certain
information from the LECs before cutover of the TRS. The LECs
shall provide Sprint with all Hew Hampshire exchange numbers
(NNX codes), extended local calling areas, municipal calling
areas in municipalities divided by telephone exchangs boundaries
and any and all cther information required to ensure local calls
placed through the TRS arse not billed as toll calls, no later
than September 23, 15%1.

Finally, we find from the record, that Sprint has the
financial, managerial and technical sxpertise to operate the TRS
for the State of New Hampshire and that Sprint's selecticn as
the TRES providsr is in the puklic good subject to the conditions
stated above.

Cur corder will issue accordingly.

Concurring:
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September 10, 18

(X =)

Larry M. Smukler Bruce 5. Ellsworth

Linda &. Bisscn

Chairman Commissionsr

Commissicner
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Appendix U: NHPUC Order No. 24,731, Defines Most Recent TRS Rate

DT 07-M19
TELECOMMUNICATIONS RELAY SERVICE

Order Directing Local Exchange Carriers to Adjust Rate Paid to Telecommunications
Relay Service Trust Fund

February 16, 2007

The Telecommunications Relay Service (TRS), established pursuant to the Amerncans
with Disabilities Act, provides people who are deaf, hard-of-hearing, or speech-impaired the
ability to communicate with hearing people over the telephone. Pursuant to Commission Order
No. 20,236, dated (September 10, 19917, Sprint has provided TRS in New Hampshire since the
program’s implementation on November &, 1991, The TRS program is fundad through a trust
fund (the Fund}) established by incumbent local exchange carriers (LECs) operating in New
Hampshire. On January 28, 1992, the LECs signed a Telephone Relay Service Trust Agreement
setting forth the operating rules and procedures for the Fund. In accordance with that agreement,
the Commission has the autharity to monitor and oversee the Fund, The Fund itsell has been
administered by Citizens Bank (Citizens) and its predecessors since the Fund’s inception. All
pavments ta Sprint to cover the cost of providing the relevant services, as well as any other
expenditures related to TRS, are drawn from the Fund.

Monies for the Fund are generated through monthly remittances from all LECs operating
in the state. The amount of the monthly remittance is determined by the Commission and applied
uniformly throughout the state. Ag part of its monitoring role, the Commission periodically
reviews the Fund level and adjusts the rates charged to LECs accordingly. LECs, in turn, are

permitted under NJH. Code Admin, Rules Puc 412.02 and Puc 432,02 to recoup the cost by
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collecting TRS charges equal to the amount ordered by the Commission through monthly basic
service charges.

On February 14, 2007, Staff submitted a memo to the Commission recommending that
the monthly TRS rate be reduced from four cents per access line to two cents per access line, and
from two cents to one cent for inactive seasonal rate lines. Staff believes that the current balande
exceeds the expenditure requirermens of the Fund and that this would be corrected most
efficiently through a rate reduction.

We accept Staff's recommendation and set the TRS rate at two cents per access line and
ong cent per inactive seasonal rate line, effective Apnl 1, 2007, All LECs are remninded that,
pursuant to Puc 412.02 and Puc 43202, TRS payments must be remitted monthly to the Fund
before the twentieth of each month.

Based upon the foregoing, it is hereby

ORDERED, that remittances paid monthly by LECs to the TRS Trust fund be based ona
rale of two cents per access line, and one cent per seasonal rate line during the off-season; and it
15

FURTHER ORDERED, that, incumbent LECs shall file revised tari il pages, and
competitive LECs that include TRS charges in their monthly basic service charges shall file
revised price sheets, effective Apnl 1, 2007, reflecting the rate change in accordance with N.H.

Code Admin. Rules PARTS Puc 400 and 16040,
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By order of the Public Utilities Commission o New Hampshire this sixteenth day of

February, 2007,

Lh_a{'—w [ vl

Thomasz B. '.a1 orrison Clifton C. Below
C ha.trm.m l SIOTET Comrmissioner

Attested by:

ISYOVE W WP
chra A. Howland

Executive Director & Secretary
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Appendix V: Sprint Relay Attestation to State of New Hampshire

Sprint ) Sprint Nextel
Togetharwith NOCTL Resion, VA 20106

Offfice: (703) 685-7200 Fax: (313) 523-
2920689-7707

Sprint Relay Attestation

1, the undersigned, hereby certify that the information Sprint Relay has provided to the
State of New Hampshire supporting its 2007 application to the Federal Communications
Commission to renew certification of the New Hampshire Telecommunications Relay
Service program for the five year period beginning July 1, 2008 and ending June 31,
2013 is true and accurate to the best of my knowledge.

SIIAE T e 7 1372007 Abcod Augaotygizron
Signature < Date Notary's signatu:rﬂ J  Date
Atredas] Ligas

Digetroe , sotar [26lay My Commision Explren e 0 XH0
Title = Date Commission Expires
#7707 IHE/
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